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PREFACE

The HyderabadMetropolitan Water Supply and SewerageBoard (HMWSSB).

havingbeenestablishedasan independentandautonomouspublic utility undertakmg.

took up the taskof iniproving performanceof the water supply andseweragesystem.

in right earnestness.Numerousplans.projectsandschemesalongwith a widevariety

of measuresfor improving administration, wereon the anvil. Sri T.R.Prasad.l.A S.

Principal Secretary, Municipal Administration and Urban Development(MAUD),

Governmentof Andhra Pradesh(GOAP). under whose guidance the projects were

planned.mootedthe ideaof a quick survey of consumerexpectationandsatisfaction

on the level and quality of service He felt that the survey output could serve as

benchmarkfor measuringthe likely improvementstargetedthrough the project. The

task of actualsurvey was assignedto the Regional Centrefor Urban Environmental

Studies(RCUES),OsmaniaUniversity. Initially, it wasintendedto conductthe survey

through randomtelephoniccontactwith serviceusers.Dr J C Mohanty. lAS, the then

ManagingDirector. HMWSSB pursuedthe ideaof survey with greatenthusiasmand

zeal Therewere numerousdiscussionsbetweenthe faculty of the Centreandthe staff

of HMWSSB on the subjectcontent,scopeof analysis.parametersto be includedetc

As a consequence,the surveyfocuswas enlargedto cover the dimensionsof demand

determinantsQualityAssurance.PollutionControl. RevenueAdministration, theBoard

- User interfaceetc . to make the study more useful, especially in the contextof the

ongoingorganisationimprovementprogrammes.

The study was carried out at the Centre by Dr V LAKSHMIPATHY and

DR.D.RAVINDRA PRASAD We hopethe findings of this study would facilitate proper

perspectiveson variousdimensionsofwater managementin thecity of Hyderabadand

facthtatescientific anchorageto the reforms and other measuresfor improvement.

initiated by the Board

Mr.T.R Prasadwith his down to earth and uncluttered approachto solving

problems and Dr 3 C Mohanty with this penchant for empirical research and

unflaggingzeal for structural reforms, jointly provided the thrust for the study We

wereinspiredby their singularcommitmentto improvethewaterandsanitationservice

in the city andplace on recordour deepappreciationof their concernand thank them

for the professionaltrust reposedin us in entrustingthe study to the Centre
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In carrying out the study, we receivedexcellentencouragementandsupport

from the Board, In particular from Sri.V.Bhaskar, lAS, Managing Director.

Sri.G Subrahmanyam,Director (Projects). Sri G.NageswaraRao. Director, 0 & M,

Srl.S.Ganapathy,Sri D.RajeswaraRao,Dr.D.M.Mohanand Sri.P.V.RRavindra- Chief

GeneralManagersinchargeof variousCircles.

We are indeedgrateful to all of themfor the insight, patienceandforebearance.

with which they met the numerousdemands,we madeduring the survey.

The field Investigationwasably supportedby the GeneralManagers,incharge

of the sampledivisions and their colleagues.But for their proactwesupport, the field

study would not haveachievedits goals.Their support is gratefully acknowledged.

Sri V.RaviSankar Manager.ProjectMonitoring Cell helpedus in designingthe

computerformats andprocessingWe gratefully acknowledgeshis contribution.

Field investigationswere carried out by a sevenmember researchteamand

Dr.Ch RaghuramandMr.G.Rainakrishnahelpedus in the analysisof data.We thank

all of them. We receivedungrudgingsecretarialsupport from our colleaguesat the

Centre- particularly Sri A.SatyaPrasad. Sri.N.RavlnderRaj, Sri L S.NagiReddy,and

Sri.T.Veerendarfrom the HMWSSB. Their support is gratefully acknowledged.

Date:12-April, 1993. D RAVINDRA PRASAD

HYDERABAD. DIRECTOR
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SUMMARY OF RECOMMENDATIONS

1. The HMWSSB may initiate appropriateadministrative measuresfor requiring

all the applicants for water service connection, to declare the total number of

householdunits or total population. likely to dependon the connection In case of

multiple household units (excluding multi-storeyed buildings), if the number of

dependenthouseholdsexceedtwo, the Board may makeit mandatoryon the partof

the applicant, either to seeka higher size connectionor a secondconnection The

recommendationis subjectto technicalappraisalprior to implementation.

The existing multiple householdconsumers.may be encouragedto obtain

highersize connections In order to identify the actual number of user households

dependenton the same service delivery point, an appropriate data node may be

included in the existing meteringand billing formats. An action plan. to identify the

actualnumberof userhouseholdsperserviceunit, thesystemmodifications including

costs necessaryto facilitate plural connectionsand the changesto be effected in the

existing patternof operationsandmaintenancefor the purpose.may be drawn up on

a top pnoritv.

2 The Boardmay intensify theefforts on the explorationand utilisation of ground

water, especiallyin the areaswhere the observedincidenceof dependenceon bore-

wells is high Howeverthe recommendationmerits a detailed feasibility andtechnical

appraisal.

3. The Board’s corporate commitment to render service during the timings

compatible to usersconvenience,should be enforcedrigorously

4. Servicezonesendemicto low pressuremaybeservicedthroughseparatesupply

grids Howeverthe technical implication of installing separategrids may beappraised

5. The Board may initiate - on priority, appropriatemeasuresfor developingor

upgradingservicemanualson current operationsandmaintenancefor optimisingthe

utilisation of machines.plantsand equipment

6. Vestibule learning programmesfor induction and tip-gradation of system

technologyaswell as personnelskills. may bedesignedandorganisedat the earliest
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7. The Board may launch an intensive programmeon consumereducationon

water pollution. Forthis purpose.theBoard mayldent1l~ra fewpublic spiritedcitizens

in eachlocality forestablishingapollution control information grid. Thesuggestedgrid

canpositivelyenhancethe visibility andeffectivenessof thecurrent effortson pollution

detection, preventionand control.

8 ControllIng the lead time for fault rectification and addressingconsumer

complaints basedon the presentManagement Information and Decision Support

Systemsmustbe implementedwith greaterrigour. The namesand contactnumbers

of officers for reportingdelaysandgrievancesmust be prominentlydisplayedat every

section office and publishedin news papersperiodically

9. Management of crises on account of supply interruptions. should be

streamlinedandstrengthenedthrough rigorousImplementationof the existingsystem

of contmgencyplaning,which maybe upgradedto ensuredirectparticipationof senior

cadrepersonnel.Thesystemfor contactingthe seniorofficers, may beadoptedfor this

purposealso.

10 Revision of tariff should necessarilybe precededby a comprehensivepublic

relationsprogramincorporatingthe needfor revision,servicesrenderedandpnorand

postprofiles of the revenuesituation vis -a-vis the revision.

11. Thetime cyclesof all the elementsof therevenuesystem- metering, recording.

billing and collection, should be synchronised Voluntary remittenceirrespective of

metering, may be encouraged.The passbook system,obtained in some of the sister

utifities, may be adopted.to reducethe impact of the burdenof suddendemandson

accountof accumulationof arrears.

12. TheBoardmaytakeup theresponsibilityof meterservicingandmaintenance,

to protectthe consumersfrom the vagariesof unscrupulousprivatemeter repairers.

Servicingchargemen-block” may be collected for this purpose.A detailedaction plan

should precedethe implementationof this recommendation.

13. The stateof maintenanceof the public distribution system(PSPsand system

leakages)and the seweragesystem(manholecollapsesand covers)merits immediate

attention of the Board The servicesof public spirited citizens may be drafted in

developingan effectiveon-line maintenancesystemcoveringboth the parameters





14. The Board may Introduce an appropriatetechno-administrativesystem for

Inspectionandcertification of sumpsandover-headtanks, locatedat theconsumers

premisestoimproveeffectivenessof themeasuresfor preventionofpollution, especially

at the userend.

15. The Board may also undertakerealignmentof water supplyandsewerlines at

the premisesofexistlrig consumersin the larger Interestof communityhealth.All the

prospective applicants may be required to arrange for clutter free access to be

Inspectedandcertified by a competentauthority of the Board.

16. The Board may immediatelyundertakepublication of an information booklet.

Incorporatingall the facetsof the servicesystemto enhancepublic awareness.

17. Enhancingconsumerorientationandtradeor operationrelatedskills amongst

the employeeswill go a long way in reducing the level of alienation between the

consumersand the Board.Stepsto implementthe Training Planasconceivedby the

Board, may be initiated immediately

18. The Board mayalso encourageperiodicconsumermeets,which canassistthe

staff inchargeof the localities, in developinga morerealistic demandperspectiveand

equationwith the userpubhc.
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1. INTRODUCTION AND STUDY DESIGN

Water is a basic human need and at times more important than food for

sustaininglife. Ensuringadequatesupply of water, fit for humanconsumptionand

other requirementsof the society and to meet developmentalneeds, occupiesthe

position of primeresponsibility and priority of all governmentsin the modernsociety

Watershortageaffectsadverselythegrowthofagriculturaland industrial development

andthreatensthestateof healthandnutrition of acommunityandeventheeconomic

developmentof a nation. An appraisalof postWaterand Sanitationof Decadeof 80s

estimate,that 1.2 bifilon people - mostly from the developmentcountries,continueto

bedeprivedof easyaccessto both waterandsanitationand in urbanslumsandabout

one-tenthof a family’s time is spent on procuringwater Absenceof easyaccessto

watercompelsmanualhaulingofwateroverlongdistances,which threatensthehealth

of the effected sections apart from reducing time available for income generation

activities or for familial responsibilities In India. it wasestimatedthat about73 million

work-daysare lost every year on accountof water bornediseases.Itfs costsin terms

of lossofproductionandexpenditureon medicarewasestimatedat roughlyonebillion

dollars perannum Achievingthe objectivesof overcomingthe prevalentshortagesvis-

a-vis the need to provide water to the growing populations, requires state of art

technologiesto improve thewater resourcesaswell ashighly efficient managementof

the same. Only an integratedapproachto the managementof water andsanitation

would ensureproper quality of life to the rapidly growing populations.

Realisingthe significanceof water andsanitation,moderngovernmentsevery

where are investing huge resourcesin reforming the institutional structures and

adminIstrative practices for proper managementof scarce water resources.The

international agencies such the World Bank. UNICEF and the World Health

Organisation (WHO) have been emphasising on the need for establishment of

appropriate institutional processesfor providing adequatesupply of water. These

agencies also havebeenextendinghugeresourcesupport to a numberof developing

countries, for augmentationand streamliningof their water and sanitationsystems.

The strategyof the international funding agenciesIn the water and sanitationsector

In evaluatingthe existinginstitutional arrangementshasbeento seek:(1) the efficient

utthsationofresourcesthroughappropriatetechnologychoicesandsoundengineering

designandconstruction,(Ii) an improvementin Institutional capacityin relation to (I)

cited and also In relation to the managementof operationand maintenanceand of

finance,including theintroductionof ‘commercial”accounting.and(iii) pricing policies.

1
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which encouragewaterconservationto rendertheservicesaffordableto asmanyofthe

poor as practicable.ensureadequatefinancing of current expendituresand internal

generationof funds, for further investment

A comprehensiveproject to augmentthe waterresourcesaswell as to Improve

the systemcapacityfor fair andequitabledistribution anddelivery in theMetropolitan

Regionof Hyderabadat an estimatedcost of US $ 140.6 millions (Rs.2570.6millions)

was prepared and presented to the World Bank for Technical Assistance The

HyderabadMetropolitanWaterSupplyandSewerageBoard(HMWSSB)wassuccessful

in obtainingfinancial assistanceof the orderof US $ 10.0 million in the form of IBRD

Loan and SDR 63.9 million (equivalent to US $ 79 9 million) from the Bank

Implementationof the projectstartedlii 1988 andis expectedto becompletedby 1997

As part of the project implementation, efforts towards institutional changeswere

initiated by the GOAP and the Board A seriesof structural reforms and innovations

havealreadybeenintroducedto improve the effectivenessof water managementIn the

city and to streamlinethe deliverysystemsanchoredto communitysatisfaction

Thepresentstudyon “WaterSupplyandSewerageSystemin Hyderabad- Level

andQuahtyof Service - An Evaluation Study of UserPerceptions”constitutesone of

the ongoingefforts of the Board, to identify the institutional, structural, procedural.

behaviounalandmotivational bottlenecksthat impingeon communitysatisfactionon

the servicedelivery. The presentstudy is aimedat analyzingthe determinantsof the

demandand supply, the interface betweenthe demandand capacity as well as the

technology on operation and maintenance,administrative proceduresfor gaining

accessto the service,servicetariff, billing procedures,quality assurance,thresholds

of usercapacityto pay,grievanceand redressalmechanisms,level andquality of the

service, andthe effectivenessof measuresagainstpollution - preventionandcontrol.

STUDY DESIGN

I. OBJECTIVES:

i) to assessthe statusof consumersatisfactionon current scaleas well

asquality of servicerelating to water supplyandsewerage.

ii) to developdatabasedscenarioon the stateof performanceof operations

and maintenanceof the water supplyand seweragesystems

III) to study the levels of user awarenessof the determinantsof service

delivery

2





lv) to study the operationof the determinantsof consumersatisfaction,

with a view to Identify the nature and scope for organisatlonal

Interventionsfor Improving the deliveryof service.

v) to studythe Interfacebetweenthe Boardand its clientelewith aview to

Identify factors detrimentalto its smoothoperation;and

vi) to ascertainthe user perspectiveson the ways and meansto Improve

the compatibility betweenthe Board and its clientele

H METHODOLOGY:

i) Doorto doorcanvassingofdataschedulesdesignedto servicethe study

objectives, and

ii) personalinterviews with selectusersand staff.

As a preliminary step. a large number of open endedinterviews on random

basiswerecarriedout with a viewto identify the major parametersof usersatisfaction

as well as expectations.Basedon the resultant Information, a draft questionnaire,

coveringover 51 servicedelivery as well as user attributes was designed.The draft

questionnairewaspilot testedin 4servicelocalitiesandthequestionnairewasfmalised

basedon the dataof pilot study By way of abundantcaution, the ‘fmal schedule’was

also subjectedto validation, In oneservice locality

The fmal survey schedulecovered the following service delivery and user

attributes.

i) ConsumerHouseholdUnit Profile:

a) occupancystatus:

b) incomeprofile;

c) duration of stay In the locality.

d) householdsize; and

e) periodsinceobtaining the domesticprivatepipe connection.

ii) DemandProfile at ServiceDelivery Point:

a) numberof additional families sharingthe respondenthouseunit:

b) total number of resIdents in the houseunit to share the use of the

servicedelivery point.

c) adequacyof waterobtainedat the servicedelivery point: and

d) accessto alternatesourcesof water supply.

3
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a)

b)

c)

d)

e)

Satisfactionon the Level of Service

servicetiming.

serviceduration.

regularityof the service.

qualIty of service,and

redressalof grievances

iv) ConsumerAwareness

a) watertariff.

b) seweragesurcharge.

C) meteringand billing - processesandprocedures:

d) location and the state of maintenanceof public stand posts in the

locality.

e) leakagesfrom the local system.

f) stateof maintenanceof manholes,and

g) pollution - causes,preventionand control

v) User

a)

- Board ServiceInterface

proceduresfor lodging complaint - water supply. sewerageand bill

remittance,

b) lead tune for repair, rectification and reconciliationof errors.

C) pollution detectionand control, and

d) redressalof grievances

vi) Public Relations

a) disseminationof information pertainmgto the key elementsof service,

and

b) consumermeets

vii) UserPerspectiveson Improvement

III. FIELD STUDY:

The currentstrengthof domesticcategoryof consumers.servicedby the Board

is 200,616 The city for this purposeis divided into 2 Operationand Maintenance

Circles, comprising7 Divisions EachDivision is organisedfurther, into subdivisions,

and servicesectionsdependingon the numberof consumers,operationalcomplexthes

of the service terrain

4





The study. wasinitially conceivedon amodestresourcebase,limited to obtain

a quick scanon consumersatisfaction.However, the information generatedthrough

the preliminary stageof interviews and the pilot testing of schedules,revealedthe

nature, magnitude. complexity and implications of consumer satisfaction, which

positively deservedmuch higherlevel of resourceInputs than were initially estimated

However, the RCUESin tune with its mission, to renderaction researchassistanceto

public utility organisations, took up the study by stretching the application of

resourcesmadeavailable rather than effecting upward revision of the projectbudget

therebycausingadditional burdenon the HMWSSB - the sponsorof the study

The size of the sample for study in each servicesection was determinedon

considerationof the following issues

i) Physicalspreadandserviceheterogeneitywithin the locality: and

U) Estimatedtime horizonandotherresourceconstraints.

In considerationof the issuesmentionedthe scalefor samplingwas setat 1%

of domestic consumersegmentin eachservicesection.The scalefor sampling set a

targetof 2003 Householdsfor the survey. Actual selectionof the respondentswithin

a locality, wasto be on arandomapproachbasis.with duecareto includeaswide an

areaaspossiblesubjectonly to the ceiling on the samplesizetargetedin respectof the

concernedservicedivision.

The term ‘Section’ connotes.thefirst level organisationalnodefor the delivery

of water supply and sewerageservice.The city servicenetwork is orgamsedinto 88

sections,with widevariationsin respectof numberof consumers.thespreadof service

area,geographicalfeatures,compositionof consumercategoriesandsourcesof supply

to which the respectiveareasare dedicated The sample spreadwas conceivedto

encompassall the variations in the stateof servicedelivery due to the differentials

mentionedand at the sametime, the sizeshouldprove adequateand amenableto the

regourof analysis.

The field study wascarnedout by a teamof 8 trained researchinvestigators

underthe guidanceof the two principal investigators.The Metro Boardsupportedthe

field studybydeputingtheconcernedOfficials of thesections,who providedthelogistic

supportto the study team in their respectiveservicejurisdictions Theitineraryof field

visits wereplannedandorganisedin consultationwith both the Directors (Engg) and

the Chief GeneralManagers(Engg.)of the concernedserviceCircles aswell as project

monitoring andConstructionCircles

5
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IV SAMPLE SPREAD:

The actual dispersion of the study sample,amongthe SevenOperationand

MaintenanceDivisions, is presentedin table No I-

Table - 1

SAMPLE DISPERSION

Divi- # of The size Sample Sample % of % of % of
sion Sec— of (Target) (Actual) Col.4 Col.5 Col.5

tions Consumer to to to
inventory Col.3 Col.4 Col.3

1 2 3 4 5 6 7 8

I 10 24,351 244 155 1 63.52 0.64

II 16 42,428 423 205 1 48.46 0.48

III 10 21,039 210 217 1 103.33 1.03

IV 11 27,975 280 286 1 102.14 1.02

V 17 37,193 371 377 1 101.62 1.01

VI 10 26,549 265 173 1 65.28 0.65

-~ VII 14 21,081 210 243 1 115.71 1.15

TOTAL 88 2,00,616 2003 1656 1.00 82.68 0.83

V FIELD SURVEY- THE SITUATION:

i) The service users in general. were visibly hostile and pessimistic about

the water supply and sewerageservicesituation in the city and often

were casual -even cynical at times, during the interviews. The team’s

attemptsto explain the genesisand purposesof the study were often

met with unconcealed sceptism on account of felt dissatisfaction, on

the service situation of water supply As a result quite a few of the

scheduled queries, received either a “cursory or no responsereturns

ii) The research team was perceived - without any justification, as the

Board’s staff. The most immediate consequencewas the manifested

unwillingness to meetthe team,on beingapproachedfor canvassingthe

surveyschedulesQuite a bit of time, persuasiveefforts and patience.

were needed to modify the interviewsituations conducive to purposive

interaction and generation of data





lii) Contact approaches on week days - especially betweenthe periodsof 9

AM to 10 AM andafter6 PM - wereviewed as avoidable by a few of the

target group. The other membersof the householdin general.were

found either not capable or reluctant to contribute Information

Consequently, the field visits had to be continued on weekends and

holidays and often even after the normal working hours. The

consequent stretch in daily schedule of field study timings as well as

visits during holidays was not readily acceptable to the field staff

iv) in certain localities, a few citizenswere overly conscious of’security’ on

account of the tense law and order situation during the penod.The

consequent reservations combined with certain social compulsions

against meeting males from outside, proved difficult to overcome in

gaining the confidence of respondents and admittance into their house

premises

vi The tense law and order situation during the period also effected the

team’s mobility adversely.

vi) All the factors were cumulative in effecting reduction in the estimated

targets for sampling.

vii) The Boards field operatives perceived the field study - again without any

justification. as a covert attempt to ‘judge’ their performance and were

found apprehensiveof the study outcome, despite the elaborate

preparatorydiscussionsin advance.

VI FIELD STUDY- LIMITATIONS:

The net result of all the situationalfactors was

i) Time over-run of the field study phase by about 80%.

II) Shortfall from the targetedsample size in certain service localities -

specifIcally in Division Nos.l, II and VI. The actual samples In these

Divisions wereof the order 64%. 49% and 65%. of respectivetargets
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2. HYDERABAD WATER SUPPLY AND SEWERAGE BOARD:

THE ORGANO - GENESIS

I THE GENESIS:

Hyderabad - the fifth in theorder of largecities in India, is locatedat thegrid

of 17°25’ latitudeNorth and78°25’ longitudeEast.on the ridge at an elevationof 540

metersthansealevel betweenKrishnaandGodavaribasins Thepopulationof the city

including theurbanfringe, was2 86 millions LII theyear 1981,crossedthe 4.28 million

mark in 1991 and is estimatedto reach7 8 million by 2011

The Municipal Corporation ofHvderabad (MCH) covers 169 3 Sq Kms The Musi

- a tnbutaryof the river Krishna, coursesthrough the city in a westto eastdirection.

dividing thecity -45 1 Sq.Kmonthesouthernbankandthe balanceof 124.2 Sq Km.s.

on the northernbank

The city - considereda gatewayto the south, witnessedrapid developmentof

institutional and commercial infrastructure and transport links - air, rail and road with

mostof the other major cities in India The contiguous region seats a large number of

industries,commercialestablishmentsandconcorrutantresidential development - each

adding its shareof demandon thecity water supply and sewerage system.

Historically, water supply and sanitation service, has been a part of the

mandate of municipal government in Andhra Pradesh. However, the sector

responsibility pertaining to the city of Hyderabad, despite being a Municipal

Corporation. was assigned to the Department of Roads & Buildings, which was

formerlyawingof thePublicWorks Department(PWD), GovernmentofAndhra Pradesh

(GOAP). In the year 1974. the sector responsibility was shifted to the Public Health

EngineeringDepartment,GOAP. In the year 1982 a separateHyderabadMetropolitan

Water Supply and SewerageBoard (the Board) was constituted.The Chief Engineer.

Public HealthEngineeringDepartmentwasassignedasthe Chairmanof thecity water

supplyservice.A year later, the Boardwasabolishedbut the Chief Engineer(PH). was

continuedasspecifiedauthority inchargeof watersupplyservice In courseoftime. the

Chief Engineer(Public Health) wasreplacedby a separatelyappointedChief Engineer

for the HyderabadMetro Water Works. in the year 1986, as part of augmentation

efforts, the Manjira PhaseIll, StageII scheme,waslaunchedandthe World Bank was

approachedfor financialassistanceConsequentto the suggestionsof theWorld Bank

8





the Board was constitutedasan independentandautonomouspublic sectorutility

organisation.The sanitation service which was with the Municipal Corporation of

Hyderabadall along, wasalso transferred to the newly constitutedBoard In courseof

time

II THE NEW CORPORATESTRUCTURE:

TheHyderabadMetropolitan WaterSupplyandSewerageBoardconstitutedon

November 1. 1989. underthe provisionsof the HyderabadMetropolitanWater Supply

and Sewerage Act. 1989, assumed the total authority and responsibility for

management of planning. designing, construction, operation andmaintenanceof both

water supply and sewerage services in the entire Metropolitan Region of Hyderabad

In accordance with the provisions of the Hvderabad Metropolitan\VaterSupply

and Sewerage Act. 1989. a Board of Directors, for the HMWSSB with the following

membership was constituted

ii) Hon’ble Minister. Municipal Administration,

Andhra Pradesh

Vice-Chainnan

in) Principal Secretaryto Govt. M.A &

U.D.Dept., GOAP.

Director

iv) Secretaryto Government Finance

Department,GOAP

v) Secretaryto Government.Irrigation

Department,GOAP.

vi) Commissioner,MCH

vii)

vul)

Chairman,A.P.Pollution Control Board.

Director, Medicaland Health Department.

GOAP.

Ix) Director (Engg.), HMWSSB

- Director

- Director

- Director

- Director

- Director

x) Director (Finance),HMWSSB

xi) Managing Director, HMWSSB

Director

1) Hon’ble Chief Minister. Andhra Pradesh - Chairman

Director

9
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The composition of the Board with the Hon’ble Chief Minister. A.P., as the

Chairman and the Hon’ble Minister for Municipal Administration, A.P , as the Vice-

Chairman,Secretarylevel repiesentatiomifrom thi-cecognateGovernment Departments

-i) Municipal Administi-ation amid Urban Developmentii) Finance,and ni) Irrigation in

addition to Chief Executivelevel representationfrom the Municipal Corporationof

Hyderabad and the principal functionaries from A.P Pollution Control Board and

Departmentof Medicalamid Health,GOAP. reflect the levelof utmostattentionaccorded

to water supplyandsanitationneedsof the city Appointmentto the Board,except in

case of Managing Director, is made ex-officio and the appointment to the post of

ManagingDirector is donethrough nominationby theGOAPfrom thecadreofIAS The

statutory pm ovisioii for nominatingthe headsof the two key functionsEngiueeimng and

Finance,to theBoardare in line with current trendsin public enterprisemanagement.

III THE CORPORATE MISSION MJD OBJECTIVES: The Board aims to be a

performanceeffectiveandfinancially viable utility organisationin water supply

and sanitationsector.

The new corporatemission is sought to be achievedthrough a multi level

strategyprofiled below

i) increasing the threshold of operational autonomy as well as

accountabilitypertainingto policy formulation planning, management

of physical and financial resources, operations. maintenance and

personnelservices

ii) streamliningthe managementstructureof theservice,by replacingthe

protectivestateumbrella - the commoncharacteristicoforganisations

or government departments. with a corporate system of management by

Board of Directors The Chief Executive is solely vested with the

authonty and responsibility for water supply and sanitation service in

the city and reports to the ‘Board’ rather than directly to Government

ui) facilitating a systemic switch to capital cost recovery from the existing

grant financing, and

iv) implementinga realistic cost-effectiveapproachto the managementof

water supply and sewerage services
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IV. The Mandate: With a view to ensureeffectivenessin the implementation of the

corporatestrategy,the Boardhasalsodefinedandadoptedacomprehensivestructure

of management tactics The mandateas adoptedby the Board is profiled below-

Impi oving tlic planningand tcc1inolo~’ base of the existing systems of

augmentation. ol)eration. maintenance and management of water

supply

u) Reducingthecurrentlevelsof wastageandleakages.fromtransmission

mainsaswell as distribution network

iii) Minimisiiig the current levels of unaccounted for water, through

identification and memoval of an~’ inconsistencies in consumer

inyeii tories

iv) Reducingthe vulnerability of the water supply to drought conditions

and lean monsoon\‘ears

v) Improving the current systemson metering. recomding. billing and

collection of serviceusercharges

vi) Augmenting the capacity and improving the utmimsation of current

infrastructure for collection, treatment and disposal of sewage.

vu) Reducingthe hazardsto pollution and health through provision of low

cost householdsanitationunits

viii Upgrading the current efforts on monitoring the service delivery.

through developinga data baseof systemmaps. recordsand related

documentation

ix) Strengthening the financial base through formulation and

implementationof policies aimed at recoveryof costs of not only the

current expenditurebut also to support future investmentsand debt

servicing.

x) Enhancingthe employeemorale and commitment to corporategoals

through fair and humane application of proceduresand practices

pertainingto personnelmanagement.

xi) Preparingand provision of operation and maintenancemanuals for

ready referenceandguidance.

xii) Designmg.developingand installing reliablemanagementinformation

system (MIS) to facilitate timely decision making and productive

utilisation of all the resources.

xiii Promoting consumerorientation amongst the employeesthrough a

policy of clienteleorientation public relations

11





xiv) Developing sensitive organisational interface with the public and

sustaining the two waychannels for communication

V. THE POLICY BASE FOR MANAGEMENT: The Board has also developeda

comprehensivepolicy base for effective managementof adopted policies.

strategiesand tactics The contoursof the policy base are profiled below.

A Management ethics: The Board shall maintain higheststandardsof ethicsIn

Its dealingswith public aswell as its employees.

B Quality and ConsumerOrientation: The Board will strive to establish and

operatethe servicedeliverysystemsto ensure

m) Level of serviceadequatein meetingconsumerrequirement.and

ii) Conformitywith establishedstandardsandnorms in respectof quality

C. Public Relations: The Board recognisesthat the consumeris the only reason

for it’s establishment andexistenceandaims (i) to provide the duelevel of satisfaction

to the consumer, (ii) to establish and maintain relationships with the consumer

community, basedon a spirit of respect. fairness and courtesy. and (iii) to encourage

consumer orientation m the work practices as well as employee attitudes

D. Business Environment - Structure - Staff: The Board recognises the

compulsionsbehind the rapid changesin the areasof social structures, legislation.

technology and demands. It shall, therefore, aim at modifying the organisation

strategies.structuresandsystemsto ensuredevelopmentof skills andcompetenceto

meetthe emergingdeinamids.

E Productivity: The Board recognisesthat water supply andsewerageservices

are becoming progressivelycost intensive and optimisationof productivity of all the

resourcesshall be increasinglycrucial for survival The Board,therefore,will strive to

maintain (i) high levelsof productivityof its resources- human, material, financial and

technological. (ii) conservation of available resources, elimination of waste, and (in)

maxmmisationof resourceutilisation
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F. Work Culture:

I) The Board recognises that the employees are the most Importantof Its

resources and employee development efforts would be aimed at

inculcating pride in belonging to the organisation Integrity, honesty

and fairness in employment and service related matter shall be ensured

II) The Boardwill fully support innovation, achievement, participation and

role clarity amongstof its personnel

iii) The Board will strive to provide a work environment conducive to

optimumperformanceand pridein job through systematicandrational

classification of duties, responsibilities and positions, prescribing

criteria and methods for career advancement and modil~img the

compensationandbenefitpackagesto attractand retainproventalent

G Research and Management Development: The Board recognises the

consequences of “aging” on the presentsystem.the uniquegeographicfeaturesof the

servicejurisdiction and the urgency for expansionand growth In order to meet the

estimatedrisein demandfor watersupplyandsanitationservices,the Boardwill sinve

to Institute in-housediagnosticresearchsystemsfor

i) Upgradingthe ctirrent levels of core technologyin all the functions and

operationsand maintenance.

u) implement need based training programmes - both in house and

externalto enhancethe calibre of personnelperformance.

iii) Integratethewide bandof elementsof personnelmanagementsuch as

job specifications.descriptions, manpowerplans and the policies on

recruitment,promotionand transfers

VI ORGANISATION

A Organisation: The organisationaldesignof the HMWSSBis presentedon Page

No )b
The compositionof the Boardof Directors is alreadypresented.The Managing

Director is a full time employeeand the Chief Executiveof the Board Next to

the Managing Director in the hierarchy are four full time directors - each

headinga principal function, viz
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i) OperationsandMaintenance;

Ii) Projects;

III) Financeand Accounts,and

iv) PersonnelandAdministration

The senior most amongst the two directors of the engineering group and the

Director FinanceandAccounts,arenorrunatedto theBoardof Directors All the

function directors includingthose nominatedto the Board of Directors, report

to the ManagingDirector

Next to the level of Directors (Engg ) areChief GeneralManagers(Engg.)placed

mchargeof the organisatmonalunits of Circles, below the Board

The entire organisationis split into circles as presentedbelow

I Operations& MaintenanceGroup:

OperationsandMaintenance - 2 Units

Construction(Other than World Bank AssistedProject) - 1 Unit

Investigation - 1 Unit

II. The project group:

Planningand Monitoring - 1 Unit.

World Bank AssistedProjectConstruction - 1 Unit.

ResettlementandRehabilitation - 1 Unit

The Director (Finance)is assistedby 2 Chief GeneralManagers - Oneeachfor

FinanceandAccounts

The Director (Personnel)is assistedby 1 Chief GeneralManager(Training)

The Organisationalunitsof circles’ arefurther divided into divisions,basedon

the spatial dimension pertaming to servicedistnbution or integration of functions

subjectsor activities - suchasquality assuranceand testingand EDP - placed under

the chargeof a GeneralManager. Thus, a GeneralManagermay either be headof a

groupof OperationandMaintenanceservicedelivery units in aspecific geographicarea

or a support function, serviceor activity suchas materialcontrol/Quality Assurance

or Surveyand Investigation

14
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Thedivisionsunderthe OperationandMaintenanceandtheprojectsgroupsare

further split into ‘sub-divisions’ - eachunderthe chargeofa Deputy General Manager.

The term ‘sub-division’, connotes a group of service delivery sections wIthin a

contiguousarea or group of activities related to project Implementation. The sub-

divisions are further split into ‘sections’ placed under the chargeof Managers The

sectionconstitutesthefirst levelservicenodein respectof watersupplyandsanitation.

In case of the projects wing. a section may be more broad basedto cover either a

purposeor placeor personsor evena combination of the three.

Organisationof the stafffunctionsof FinanceandAccountsandPersonneland

Administration, follow a different pattern Thelevelsof responsibilityand the authority

vestedin a given level oforganisatmonalsub-unit, constitutesthe primary determinant

of staff positions - to be assignedto the unit However, due carehas beentaken to

ensure parity between the ranks of head of the organisationalunit and the staff

personnel,in developingcadreassignmentsProvisionis madefor postingstaffofficers

from all the principal functions - adequatein numbers to takechargeof a subjector

a groupofsubjectsexclusivelyboth in the corporateoffice andthe circle offices At the

level of units such as division, sub-division or even sections the staff functions are

integratedby cognategroup of functions and thus limiting the staff complement

The job title of ‘Manager’ is made exclusive to the first level executives of

engineeringgroup The position is conceivedcoterrmnouswith theorganisationalnode

of “section” involving a broad range of line responsibilities to include not only the

technicalcomponentsof operationsandmaintenancebutalso activities pertainingto

managementof personnel.financeandaccounts.Engineeringbeingthe dominantline

component, appointment to the position of ~Manager’ is restricted to engineering

personnelonly The cognatenatureof activities andthe scopefor personnelrotation

between the operation and maintenanceand the project wings. constitutes the

rationale for extending the provision of ‘Manager’ positions to all the first level

executivesof engineeringgroupwhether in operationsand maintenanceor projects.

However, from the levelof Dy.GeneralManagerinter-groupequation is sustained,in

sofar asjob titles are concerned

The last tier consistof technical officers in the engineeringgroup and generic

designationsof senior officers/officers appendedin the appropriategroup Indicators

suchas finance,accounts,personnelandadministration
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B. Subordinate Cadres:

The unwieldy mazeof positions and levels of hierarchy in currency at the time

of the constitution of the Board are ratlonallsed Into a four tier structure. The

structure, consist of senior grade technical assistant, technician Gr.I and technician

Gr.III In engineering group In the finance and accounts as well as personnel &

administrationgroups,the hierarchybeginswith seniorassistantfollowed by assistant.

The latter is the entry position

At the bottom level in the organisationthereare two gradesof personnelviz,

specialpurposeandgeneralpurposeemployees-bothconnotingperformanceofslmple

tasksrequiring simple levels of physical enduranceand dexterity.

17





3. SERVICE DEMAND AND DELWERY

The currentcriteria which effect the size of servicedelivery connectionin the

categoryof domesticconsumers,take into accountthe sizeof the residentialplot built

up areaor plinth areaof the building as a unit of demand.There Is also includes a

provision for thesanctionofa secondconnectionon demandfrom the user. However,

neitherthe numberof householdssharingthe useof the building nor the total user

populatIon residentthere In. are accordedany weightage factor, for determining or

increasingthe diameter sizeof serviceconnection.In general.the singleunit domestic

category of private pipe service connections, are of 1/2” dia size only The size of service

connection being the same and the duration of supply being uniform for all the

consumersin a given locality, the quantity of water actually available to the user

becomesadirectfunction of systemicpressure.which in turn dependson theelevation

differentials in the servicezone,distancebetweenthe servicedelivery point and the

service reservoir, the number of connectionsenroute, leaks if any in the system,

unauthorisedtappings,clandestineuseof suctionpumpsto maximisewater drawal,

etc As againstthe diverserangeof pressuredeterminants,the scaleof userdemand

varies in tune with the usagepatternand userpopulationdependenton the service

delivery point, scaleof accessor availability of alternatesourcesof water supplyand

the characteristicsof usage

Theinterplay betweenthevectorsborneof thetwo setsofthesituationalfactors

mentioned,createsdiametrallydivergentperspectivesbetweenthe usersandstaff on

the state of performanceof service operations. level and quality of service, user

grievancesand organisationalresponse.The service users tend to be increasingly

critical of thesystemicdeficiencies Thestaffon its part. beingin accessto information

on technical parametersandsystemicoperations,perceivethe strident criticism as

irrational andunjustified. Theperspectiveclash,causeserosionoftrust. credibility and

compatibility betweenservice users and the organisation - the very foundation of

effective management

In order to facilitate objectiveanalysisof the situation,attemptsweremadeto

profile thedemanddeterminantsat userpointand their effects in two tiers - first at the

Board level In totality, followed by divisional comparison.Thefollowing attributeswere

usedIn developingtheprofile: (Ref: SurveyscheduledatanodesNo 2 to 7-Annexure-I).

1) Tenurestatusof the respondent;

ii) Duration of residenceIn the samelocality:

18





lii) Household sizeof the sample respondent;

iv) Occupancy pattern - number of other households and the total

population In the building, as well as other households In the

neighbourhoodsharing the water (PPC only);

v) Accessthreshold to alternate sources of water supply; and

Vt) Household income.

1) TENURE STATUS OF THE RESPONDENT:

The tenurial status of the respondent canbe oneofthe potential factorsto bear

upon the quality of responses.An owner by virtue of the concorrutantinterest In

improving the status of service in the locality, is hkely to providedurabledata.A tenant

on the other hand may not be In possessionof vital data in addition to having an

option to move to a better served area rather than attempt to improve the service status

in the locality.

The samplesizeof 1656 Householdsrevealed,1363 (82%)asownersandthe

remaining 293 (18%) as tenants The owner and tenant ratio as a percentageto

divisional samples varied from 83% 17% in Divisions No I andIII. 80% : 20% in

Division No II, 82% . 18% in Division No.IV, 84% ‘ 16% in Division No.V, 81% .19% in

Divisions No.Vl and VII The total samplecompositionthus reveals,a owner, tenant

ratio of 4’l

Basedon the premisealreadystated,thedatareturnsmay beconsideredstable

and durable

ii) DURATIONOF RESIDENCE IN THE SAME SERVICELOCALITY:

The premisefor the querywasthat longer thedurationofstay greaterwould be

the scopeand levelof farriiliarity with the problemsof water andsewerageservice In

the locality.

Only 74 households(4% of the sample)were in the stay period range of less

than 1 year. 202 households(12%) were in the stay penodrangeof 1 to 5 years,218

households(13%)wereIn the rangeof 5 to 10 years,151 households(9%) wereIn the

range of 10 to 15 years and a large majority of 1011 households(61%) were in the

range of exceeding 15 years Thus the scope for familiarity with the service obtained

through long period stay in the locality amongst the sample appears very high
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Ill) HOUSEHOLD SIZE OF THE SAMPLE RESPONDENT:

The scaleofdemand at a givenservicedelivery poInt, can usually be considered

a direct function of the numberof personsdependenton the samepoint. With a view

to assessthe scaleof demandat the various servicedelivery points included in the

sample, data on the household size of the sample respondents. the patterns of

occupancyiii the unit and total user population in the unit, was generated

The small family concept as the base, the attribute of household size was

stratified into three slabs; viz.

a) lessthan five persons

b) 5 to 10 persons

c) 10 to 15 persons

The total sampleof 1656 householdunits spreadover the 7 Service Divisions

reveals,650 householdsunits (39% of total sample)in the size range of less than 5

each, 717 households~ in the size range of 5 to 10 eachand 256 households

(15%)in thesizerangeof 10 to 15 each.Therewere33 households(2%)in the category

of “no response”.

Statistical analysisof the data indicates,as an averageof 7 personsin each

sample household. However the average size vanes from 8 members per sample

householdm the Divisions I to VI to 6 memberseachhousehold,in Division NoVII.

The size variation of the order of only 1 appearsmarginal and the user scenario

appearsIdeal. However, with the juxtaposition of the dimensionof other households

living in thesamebuilding - connotingsharingofwater, thesituationaltersdrastically.

iv) OCCUPANCY PATTERN:

a) Multiple Household Units:

The user group may comprise either the owner householdentirely, or

the tenants entirely or a combination of both the categories.in addition

to families in the neighbourhood.

The query on the occupancypattern is based on the premise that the

consumption - scale and pattern, by a given population of users
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belonging to household would be different, even lithe same population

Is scattered Into different households though In the same housing unit.

Statistical analysis of the data reveals, that while 890 households (54%

of the total sample) were single units, the balance of 766 (46%) were

multiple household housing units.

The percentageof multiple householdhousingunits to total sample

households varied from a minimum 30% in Division No.! to a

maximumof68% in Division No Vi The Divisional dataon theattribute

is profiled below-

Table No.2

INCIDENCE OF MULTIPLE HOUSEHOLDS TO SAMPLE HOUSEHOLDS

Division No % of Multiple householdhousingunits to
samplehouseholdsin the division

I 30%

II 34%

III 37%

IV 36%

VI 49%

VII 68%

The actual demand in general as can be clearly seen has been

consistently far in excess - rangingfrom 30% to 68%.over the assumed

criteria on the size of service connection The high levels of demand in

divisions No. VII. V and VI - 68%. 58% and 49% respectively.Is m

correlation with the rapidly escalatingintensity of land use in these

areas.Evenin theservicedivisions of I & 11 within the old city area, the

demand outstrips supply by 30 to 34%

b) Multiple Household Units - Implications on Demandand Supply

In order to assess the magnitude of multiple household housing and Its

impact on access to the service, data on the actual number of
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households resident In the same building was generated.The data

reveals. 346 sample units (21% of total sample) with 1 additional

householdeach indicative of demandexcessof theorder of 100%over

the stipulated norm on per capita supply. 157 units (9%) had 2

additional householdseach.indicative of demandexcessof the orderof

200%. 88 units (5%) had 3 additional householdseach, indicative of

excessdemandof the order of 300% oversupply norm, and 172 units

(10%)had4 additional household,eachindicative of demandexcessof

the order of 400%.The samplesegmentwith no additional households

a sizecompatibleto implementationthe supply norm comprisedonly

890 units (54%) and a negligible number of 3 sample units (0.18%)

returneda “no response”for reasonsof their own,oneof them beingthe

mistaken notion of the research team representingthe Municipal

Corporationof Hyderabadto carry out property tax assessment.The

summativeanalysisreveals763 sampleunits (46%ofthe totalsample)

whereinthe scaleof demandexceedsthesupplynorm by 211%and890

units (53.7%)whereinthe demand- by the norm of householdasa unit

of consumption.equalsthe supplynorm -

The numberof additional householdspersamplebuilding, varyingfrom

1 to more than 4 in certain localities the summative analysis also

revealsanaverageof2.2householdsin eachsampleunit implying more

than 17 persons - dependenton the same service point there by

reducmg the quantity of water made available, to 1/3 of the LPCD

norm It therefore, was not surprising to find a majority of the

respondentsreplying in the negative to the question of adequacyof

water madeavailable.

c) Numberof usersper servicedelivery point:

The high incidence of demandagainst the systemic capacity found

further corroboration, even on the attribute of user population per

point. Only 65 households(4% of the total sample)were in the user

population range of 5 personsper point, as against 779 Households

(47%) in the range of 5 to 10 persons. 331 Households(20%) in the

rangeof 10 to 15 persons.138 Households(8%) in the rangeof 15 to

20 persons,and 134 Households(8%) in the rangeof exceeding20

persons. A good number - 209 Households (13%). returned a no
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response. Mid point method of analysis indicates a sample average of

13 personsperpoint. Excepting the sample segmentof 65 households

(4%) wIth 5 personsperpoint theaveragepopulationin the remaining

householdsamountsto 14 persons.Thus, the excessof the demand

overthesupply, rangingfrom 100 to 400%,as identified by the variable

of householdsper sampleunit standssubstantiated.

The demandscenarioin eachdivision Is profiled below:

Division - I

TheDivisional sampleof 155HouseholdUnits (9% of thetotal sample)indicates

36 Households(23% of the divisional sample)in the size rangeof 5 personseach.71

Households(46%) in the sizerangeof 6 to 10 personseach.47 Households(30%) in

the rangeof exceeding10 personseach

On thevariableofadditional householdsper sampleunit, thereare20 sample

units (13%) with one additional family. S Units (5%) with two additional famIlies, 3

Units (2%) with three additional families, and 14 Household Units (9%) with four

additional families

On the variable of user population dependenton the same servicedelivery

point, therewere 81 Units (52%) in the populationsize range of 5 - 10 persons.40

HouseholdUnits (26%) in the sizerangeof 11 to 15, 19 Units (12%)in the sizerange

of 16 - 20 and 14 Units (9%) in the sizerangeof exceeding20 personsper point.

Division - II

The Divisionalsampleof’ 205HouseholdUnits (12%of the total sample) reveals.

57 Households(28% of the divisional sample)in the size rangeof 5 personseach,98

households(48%) in the sizerange of 6 to 10 personseach,and 49 Households(24%)

in the sizerangeof exceeding10 persons per household

On thevariableof additionalhouseholdsin thesameunit, therewere34sample

UnIts (17%)with oneadditionalfamily each, 10 Units (5%)with twoadditional families.

4 Units (2%) with three additional families and 20 Units (10%) with 4 additional

families each.
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On the variable of userpopulation dependenton the sameservicedelivery

point. therewere 30 unIts In the size range of 5 personseach. 10 units (49%) in the

size rangeof 5 to 10 personseach.4 units (20%) in the sizerangeof 10 - 15 persons

each.21 unit in the size rangeof 15 - 20 persons each and 11 units (5%) in the size

rangeof exceeding20 personseach,

Division - III

The Divisional sample of 217 Households (13% of the total sample) indIcates 82

Households (32% of the divisional sample) in the size range of 5 each,89 households

(42%) in the size range of 6-10 each. 46 households (2 1%) in the size range of

exceeding10 personsper household.

On the variable of additional households in the same unit, there were 42

households(19%) with one additional family each. 20 households (9%) with two

additional families each,8 households(4%) with threeadditional familieseachand 9

households(4%) with four additional families each.

On the variable of user population dependenton the same servicedelivery

point, there were 15 households(7%) in the size range of 5 personseach, 100

households(46%) in the size rangeof 5 - 10 each. 49 households(23%) in the size

rangeof 10- 15 each.25 households(12%) in thesize rangeof 15 to 20 personseach

and 13 households(6%) in the sizerange of exceeding20 personseach.

Division - IV

The Divisional sampleof 286 households(17%of the total sample)indicates92

households(32% of the divisional sample) in the size range of 5 personseach. 136

households(43%) in the size range of 6 to 10 personseachand 50 households(17%)

in thesizerangeof 10-15 persons each household

On the variable of additional households in the same unit, there were 39

householdunits (14%)with oneadditional family. 29 householdunits (10%)wIth two

additional families, 9 householdunits (3%) with three additional families and 25

householdunits (9%) with four additional families

On thevariableof userpopulationdependenton thesameservicedeliverypoint

therewere20 householdunits (7%) in the populationsizerangeof 5 personseach.134
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householdunits (47%) In the size range of 5 to 10 personseach. 58 household units

(20%) in the size rangeof 10-15 personseach. 18 household unIts (6%) In the size

range of 15 to 10 personseachand 30 householdunits (10%) In the size rangeof

exceeding20 personseach

Division - V

The Divisional sampleof 377 households(23% of the total sample)indicates

156 households(41%of thedivislonalsample)in thesizerangeof 5 memberseach,17

households(45%)in thesize rangeof 6 - 10 memberseach.27 households(7%) In the

sizerangeof 10 to 15 each.

On the variable of additional householdsin the same unit, there were 89

households(24%) with one additional family. 42 household units 111%) with two

additional famIlies, 32 householdunits (8%) with three additional families and 57

householdunits (15%)with four additional families.

On the variable of user populationdependenton the same service delivery

point, therewere204 households(54%) in the sizerange of 5 to 10 personseach. 72

households(19%)in the sizerangeof 10 to 15 personseach,35 households(9%)in the

size range of 15 to 20 personseach and 33 households~ in the size range of

exceeding20 personseach.

Division - VI

The Divisional sample of 173 households(10% of total sample) indicate 91

households(53% of the divisional sample) in the size rangeof 5 personseach.67

households(39%) in thesizerangeof 5 to 10 personseach. 15 households(9%) in the

size rangeof 10 to 15 personseach.

On the variable of additional householdsin the same unit, there were 42

householdunits (24%)with one.additionalfamily each. 15 householdunits (9%) with

two additional families each. 13 householdunits (8%) with threeadditional families

eachand 16 householdunits (9%) with four additional families each.

On the variable of user population dependenton the same servicedelivery

point, therewere 66 households(38%) In the size rangeof 5 to 10 personseach.28

households(16%)in the sizerangeof 10 to 15 personseach.7 households(4%)in the
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sizerangeof 15 to 20 personsand 12 households(7%) In the sizerangeof exceeding

20 personseach.

Division - VII

The Divisional sample of 243 households(15%of total sample)indicates 135

households (56% of the divisional sample)in the size range of 5 personseach, 85

households(35%) in the sizerangeof 6 to 10 personseachand22 households(9%) in

the size rangeof 10 to 15 personseach.

On the variable of additional householdsin the same unit, there were 81

householdunits (33%)with oneadditional family each.34 households(14%)with two

additional families each. 19 householdunits (8%) with threeadditional families each

and 31 householdunits (13%) with four additional families each.

On the vanable of user population dependenton the sameservice delivery

point, therewere93 households(38%)in the size rangeof 5 to 10 memberseach.43

households(18%)in the size rangeof 10 to 15 memberseach. 13 households(5%) in

the size rangeof 15 to 20 memberseachand 21 households(9%) in the size range of

exceedIng20 each.

In general.it can be seenthat 4 out of the 7 sample divisions, the actual user

populationdependenton the sameservicedeliverypoint, is far in excessof thesample

averageof 7 consumersper servicedelivery pomt

v) ACCESSTHRESHOLDTO ALTERNATWE SOURCES OF WATER SUPPLY:

The level of accessto alternatesourcesfor augmentingthe available water.

constitutesanothermajor determinantof userperceptionon adequacyof the level of

service.The premise is, that larger the scaleof accessto alternatesources,lower the

level of dependenceon piped water serviceand vice-versa.

The categorycomposition of the sample universeof 1656 householdunits.

indicates1517 householdunits (92%)in theusercategoryof PPC,163 householdunits

(8%)In the categoryof PSP.The datadispersionclearly indicatesan overlap.Analysis

of the overlap revealed 446 households(27% of the total sample) with accessto

multiple sources,which include a bore-well or an open well within or outside the

premisesor PPC/PSPIn the neighbourhood The scopeor accessto multiple sources
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being significant - 27% appearsas the major mitigating factor, against the felt

deficienciesIn the levelsof service.

The divisional profile of access to multiple sources is presented below: (category

totalsand their percentagedo not tally dueto multiple responses).

Division - I

The divisional samplesizeof 155 households(9% of the total sample)reveals.

50 households(32% of the divisional sample)having accessto multiple sourcesof

which 20 households(40%of thesegment)dependon borewells within their premises,

24 households(48%)on privateopenwells and 18 households(36%)on the PSPin the

neighbourhood.Therewas 1 household,not Inclined to identif~itheadditionalsource.

Division - II

The divisional samplesizeof 205 households(11%of the total sample)reveals.

35 households(17% of the divisional sample)having accessto multiple sourcesof

which 26 households(74%of thesegment)dependon borewells within their premises.

8 households(22%) on privateopenwells and 7 households(20%)on the PSPin the

neighbourhood.Therewas 1 household,not inclined to 1denti1~rtheadditionalsource.

Divisional - Ill

The divisional samplesizeof2l 7 households(13% ofthe total sample)reveals

52 households(24% of the divisional sample) having accessto multiple sourcesof

which 19 households(37%of thesegment)dependon borewells within their premises.

25 households(48%)on privateopenwells and22 households(42%)on thePSPin the

neighbourhood.Again therewas 1 householdnot inclined to Identify the additional

source.

Division - IV

Thedivisional sample sizeof 286households(17% ofthe total sample)reveals.

86 households (30% of the divisional sample) having access to multiple sources of

which 44 households(51% of thesegment)dependon borewells withIn their premises,

25 households(29%) on privateopenwells and 46 households(53%)on the PSPIn the

neighbourhood.There were 4 households(5%) not Inclined to Identify the additional

source.
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Division - V

The divisional samplesizeof 377households(23% of the total sample)reveals,

128 households (34% of the divisional sample) having access to multiple sources of

whIch 84 households (66% of the segment) dependon borewells within their premises.

37 households(29%)on privateopenwells and41 households(32%)on the PSPIn the

neighbourhood There were9 households(7%) not inclined to ident11~’the additional

source.

Division - VI

The divIsional samplesizeof 173 households(10%of the total sample) reveals.

33 households(19% of the divisional sample)having accessto multiple sourcesof

which 27 households(82%of thesegment)dependon borewells within their premises.

4 households(12%)on privateopenwells and 17 households(52%)on the PSPin the

neighbourhood There were2 households(6%) not Inclined to identify the additional

source.

Division - VII

The divisional samplesizeof 243 households(15%of the total sample)reveals.

72 households(30% of the divisional sample)having accessto multiple sourcesof

which 28 households(39%of thesegment)dependon borewells within their premises.

35 households(49%)on pnvateopenwells and 12 households(17%)on thePSPIn the

neighbourhoodTherewere8 households(11%)not inclined to identify the additional

source.

As canbeseentheIncidenceofmultiple sourcesvariesfrom29% in divisionNo.

V to 6% in Division No.11. The incidenceof accessto bore wells varies from 17% in

Division No V to 7% in DivisionNo II The servicezonewith high incidenceof borewells

may further be exploredto augmentsystemic capacityalso

vi) HOUSEHOLD INCOME PROFILE:

The Incomestatusof a household also constitutes one of the forcesto influence

the pattern of water usage. which In turn determines the scale of demand for the

service. Higher the income,greater Is the scopefor multiplicity of personal amenities

and peripheralssuch as gardening etc. The low incidence of both the parametersIn

poor/low income localities Is the visible manifestationof the premise.
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M expectedthe question of family incomeelicited reluctantor no responseas

608 Households (37% of the total sample) returneda no response.166 Households

(10%) were In the Income range of less than Rs.1000PM.. 420 Households(25%)were

in the income range of Rs.l000 to Rs.2000PM .247 Households (15%) were In the

rangeof Rs.2000to 3000 PM . 127 Households(8%) were in the rangeof Rs.3000 to

4000 PM., and 88 Households (5%) were in the range exceeding Rs.4000/. per month.

The mean household income excluding the “no response” category. amounts to

Rs.3,270 per month. The tie-up between the household Income and per capita

expenditureon water serviceIs presentedlater.

37



A



4. WATER SUPPLY

The demand composition despite being a crucial determinant of the actual scale

of supply Is akin to the submergedportion of an iceberg.While theImpactpotential of

diverse demand patterns and the usage differentials, at the service delivery point often

escapeattention, the more visible aspectssuch as the following, assumegreater

significance and role. In the formation of userperspectiveson thestateof effectiveness

of theservicedelivery.

1) Day to day timing of water supply:

ii) Pressure and duration of the supply;

ill) Regularity in the supply timings;

iv) Quantity of water accessible- net satisfaction;

v) Supply during the summer; and

vi) Lack of satisfaction - casualfactors.

The survey scheduleincluded data nodesto trace the actual state of serviceon

all the attnbutes in various localities alongwith the user reactionson the patterns.The

summaryanalysisas well as the inferencesare profiled below; (Ref: Survey schedule

datanodes 10 to 17 - Annexure-1).

I) DAY TO DAY TIMING OF WATER SUPPLY:

Water supply in the city being mtermittent, the timing cycle of the supply.

constitutesanimportantconditioning factor of consumer satisfaction. The consumers,

particularly those exclusivelydependenton PSP’s.expectthesupply at a ‘convenient’

time of the day. However, the concept of convenience tends to be relative and

dependentupon the uniquenatureof soclo-economiccompositionof the locality, viz:

thecommonemploymentdenominator,work rhythm, employmentstatusof thefemale

population, distance to the PSP in caseof PSPusers, cultural/social compulsions

againstfemalesfrom collectingwater in public. etc.

The HMWSSB Is committedto render the supply in general during the period

beginningat early morning through early evening on a regular basis. However, the

systemic constraints, such as Inadequate number as well as capacitiesof service

reservoirs,feederlines/pumping stations, treatment plants. power failures, etc. make

it imperativeto staggerthe supply timing beyond the stipulated limits ofday timeonly.

Userperspectiveson the day to day timings of water supply were obtained and the

analysis Is presentedbelow:
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The data baseof 1656Householdunits reveals.342 households(21% of total

sample) receiving water during the time range of 12 midnight to 4 AM, 778

households(47%) in the time rangeof 4 AM to 7 AM. 178 households (11%) in the

time rangeof 7 AM to 10AM. 89 households(5%) in the timerangeof 10 AM to 1 PM,

79 households(5%) in the rangeof 1 PM to 4 PM. 84 households(5%) in the range of

4 PM to 7 PM, and 69 households(4%) In the range of 7 PM to 10 PM Surprisingly,

31 households (2%) stated receiving water round the clock

As can be seen. 21% of the consumerpopulation Is served between 12 mid

night to 4 AM, a highly Inconvenientpenodon all accounts Division No.IV appears

to be the mosteffectedservicezonein this respect.with 28% of the effectedcategory

of population residenttherein followed by Division No.V (19%). Division No.1 (16%),

Division No.111 (13%). Division No VII (11%).Division No.11(9%)andDivision No.VT (4%).

The timing situation in Divisions IV. V & I and 3 - in that order of priority, needto be

takenup for modification of supply timing to moreacceptableperiods

n) PRESSUREAND DURATION OF ThE SUPPLY:

The actual quantity of water accessible also belongs to the group of primary

determinantsofusersatisfaction The quality turn dependson the operationelements

suchaspressureanddurationof thesupply.Theelementof Pressure.in turn depends

on the level differentials betweenthe servicedelivery point and the water head in the

servicereservoirto which the distribution systemis dedicated,systemic leaks,number

of serviceoutletson the samedistribution line, unauthorisedpumpingand the level

differences between the distribution lines as well as service delivery points The element

ofduration is conditioned, not only by the timespanof servicereleasebut the quantity

of water in storageat the servicereservoirand the relativelevels ofdistnbution lines. -

Higher the relativelevel lower the pressureandduration

The HMWSSBis committed to supplywater for a minimum of two hoursaday,

to facilitate conformity with the norms pertainingto percapita supply

In reality. a wide band of felt differences, in the patterns of duration of supply

has been identifIed (The extremities are highlighted) The sampleuniverseof 1656

households,revealed129 householdunits (8%of total sample)in theaverageduration

rangeof less than 1 hour. 849 householdunits (5 1%) in the duration rangeof 1 to 2

hours, 375 households units (23%) in the duration range of 2 to 3 hours. 290

household unIts (18%) in the duration range of exceeding 3 hours and 31 household

units (2%) in the duration range of “no interruption at all.

39





In view ofthe critical natureofthe impactof’duration’ on usersatisfaction,the

division profiles on the attribute, are presentedbelow: (Extreme rangessuchas less

than onehour and roundthe clock are highlighted)

Division - I

The Divisional sampleof 155householdunits (9% of thetotal) revealed3 units

(2% ofthe divisional sample)in thedurationrangeof less than 1 hour, 66 units (43%)

In the duration rangeof 1 to 2 hours, 48 units (31%) in the duration rangeof 2 to 3

hours, 36 units (23%)In the range of exceedingand 2 units (1%) in the rangeof”no

Interruption at all”

.

Division - 11

Thedivisional sampleof 205 householdunits (12%of thetotal sample)revealed

14 units (7% ofthedivisional sample)in therangeof less than 1 hour, 148 units (72%)

in therangeof 1 to 2 hours. 21 unIts (10%)In the rangeof 2 to 3 hours, 19 units (9%)

in rangeof exceeding3 hours and 3 units (1%) in the rangeof”no interruption”

.

Division - III

Thedivisionalsampleof 217 householdunits (13%ofthetotal sample)revealed

9 units (4% of the divisional sample)in the rangeof lessthan 1 hour, 120 unIts (55%)

In the rangeof I to 2 hours.50 units (23%)In the rangeof 2 to 3 hours,34 unIts (16%)

in the rangeof exceeding3 hoursand 4 unIts (2%) in the range of “no Interruption”

.

Division - IV

TheDIvisional sampleof286householdunits (17%of thetotalsample)revealed

3 unIts (1% of thedivisional sample)in the range of less than 1 hour. 103 unIts (36%)

in the rangeof 1 to 2 hours.24 unIts (29%)in the rangeof 2 to 3 hours and 96 unIts

(34%) In the rangeof exceeding3 hours
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Division - V

The Divisional sampleof377 householdunits (23% ofthe totalsample) revealed

93 units (25% of the divisional sample) in the range of less than 1 hour. 136 units

(36%) In the range of I to 2 hours, 81 unIts (21%) In the rangeof 2 to 3 hours and67

unIts (18%)in the rangeof exceeding3 hours.

Division - VI

The Divisionalsampleof 173 householdunits (10%of the totalsample)revealed

5 unIts (3% of the divisional sample)In the rangeof lessthan lhour, 102 unIts (59%)

In therangeof 1 to 2 hours. 40 units23%) in the rangeof2 to 3 hours.24 units (14%)

In the rangeof exceeding3 hoursand 2 units (1%) in the rangeof “no interruption”

.

Division - VII

Thedivisionalsampleof243householdunits (15%of the totalsample)revealed.

2 unIts (1% of the divisional sample)In the rangeof lessthan 1 hour, 174units (72%)

in therangeof 1 to 2 hours,51 units (21%)in the rangeof 2 to 3 hours, 14 units (6%)

In the rangeof exceeding3 hoursand 2 units (1%) in the rangeof”no Interruption”.

The variation rangeas can be seenwithin Divisions as well as betweenthe

Divisions is toowide, which constitutesthe primaryreasonfor thevisibly strident user

dissatisfaction.Improving the duration in the areasat lower percentile in general.

Involves augmentationof additional quantitiesof water which in turn may require

considerablecapital Investmentand long periodsof gestation.Developingcomposite

mechanismsandoperationscoupledwith stricter enforcementof thepatterncouldbe

the immediatestrategyoption. Thevariety of durationspatternsmay be modified to a

singleanduniform pattern of 2 hours. The most optimum patterncan be developed

through operation research techniques.

ill) REGULARITY IN ThE SUPPLY TIMINGS

“Regularity” in the supply timing. constitutesanothermajor factor likely to

condition the consumer satisfaction. On this Issue the total sample revealed 1092

Households (66% of the total sample)In the affirmative categoryImplying that the

timing of supplyIs generallyregular. 310 Households (19%) in the category of “supply

timing changingoccasionally” and 236 Households(14%) in the category of “supply
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timing changingfrequently”. In generalall the divisionsscoredhigh on the affirmative

categoryrangingfrom 61% to 78%.

As against,the expressedsatisfactionon the partof majority, adverseopinIon

on accountofchangesIn the supplytiming - “occasionally”or “frequently” rangedfrom

21% in Division No.1 to 41% in Division No.Vl.

While the majority of Households (66% of the total sample)may not havea

grievance on account of regularity, the balance of households (34%) certaInly nurse a

grievance. The wide publicity which the aggrieved segment musters as against the total

absence of information on positive achievements,earns an adverse image for the

service. Most of the factors hkely to effect changesin the supply timing. mainly

emanate from the deficienciesor requirementsof the operationsand maintenance

functionsof the system The deficienciesmayinclude equipmentor materialfailures,

paucity of personnelskills in designing, forecasting.planning and managementof

water supply, inadequacy or redundancy of existing procedures pertaining to

operations.The Boardmay bewell advised to initiate diagnosticlearningprogrammes

on development,inductionas well as up-gradation of the current technology as well as

personnel skills to meet the emergentsituations dueto systemicdeficienciesas well

asthe adversepublic opinion

iv) QUANTITY OF WATER ACCESSIBLE - NET SATISFACTION

A direct questionon nett satisfactionon water supplyservicewasIncludedin

the schedule, mainly to accommodate the sample segmentsdisinclined to respondon

factor basis.The “forced choice’ techniquewas used to nudge the respondentsinto

choosing between yesor no. in consideration of all the conditioning factors in totality

Statistical analysis of data on ‘nett satisfaction’ reveals858 householdunits

(52% of the total sample) in affirmative categoryimplying positive felt satisfactionas

against798 householdunits (48%)in the negativeimplying no satisfaction.

The inferenceson thegap-ofthe order of 50% betweenthe supplyanddemand

basedon factorial data returns, pertaining to householdsize, number of additional

households in the same unit, numberof usersdependentson thesameservicedelivery

point. thusstandsvalidated.
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With a view to assistin the formulation of correctiveaction plans the division

profiles on the attribute of nett satisfaction,arepresentedbelow.

Division -

The divisional sampleof 155 Householdunits (9% of the total sample)reveals

62 householdunits (40% of the divisional sample) in affirmative categoryimplying

positive nett satisfaction as against the 93 householdunits (60%) in the negative

categoryconnoting‘no satisfaction’.

Division - II

The divisional sample of 205 Householdunits (12% of the total sample) reveals

97 householdunits (47% of the divisional sample) in affirmative categoryas against

108 householdunits (53%) in the negativecategory

Division - III

The divisional sampleof2l7 Householdunits (13% of the total sample)reveals

114 householdunits (53% of the divisional sample) in the affirmative categoryas

agaInst103 householdunits (47%) in the negativecategory

Division - IV

The divisional sample of 286 householdunits (17% of thetotal sample)reveals

137 householdunits (48% of the divisional sample)in theaffirmative categoryand 149

householdunits (52%) in the negativecategory

Division - V

Thedivisional sampleof 377 Householdunits (23% of the total sample)reveals

153 householdunits (41% of the divisional sample) in the affirmative category as

against224 householdunits (59%) in the negativecategory
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DivIsIon - VI

The divisional sample of 173 Household units (10% of the totalsample)reveals

125 householdunits (72% of the divisional sample) in the affirmative category as

agaInst48 householdunits (28%) in the negativecategory.

Division - VII

Thedivisional sampleof 243 Householdunits (15%of the total sample)reveals

170 householdunits (70% of the divisional sample) in the affirmative categoryas

agaInst73 householdunits (30%) in the negativecategory.

The dominance of the category of negative responsesfrom all the service

divisIons exceptDivision No.111 \TJ and VII. canbe directly attributed to high average

scoreson additional families per householdunit and consequentrise in the user

population per point in the service divisions under reference,which again Is in

correlationwith the incidenceof multiple householdsestablishedin occupancypattern

v) SUPPLY DURING SUMMER

With a view to assessconsumersatisfactionon servicelevels during summer.

a direct question on the status of satisfaction during summer was included In the

schedule(Ref. surveyscheduledatanode number 29, 11, 12 and 13).

The dataprofile on consumerperceptionon thewater supplyduring Summer

is presented below:

On the point of ‘duration’ 446 householdunits (27% of the total sample)

expressedsatisfactionas against 1351 householdunits (82%) in the samecategory

during non summer season - a drop of 55% from normal seasondatum. 1182

householdunits (71%)were in the negativecategory- asagainst305 householdunits

in the samecategory during non-summer season- a rise of 33% from normal season

datum and interestingly 28 households (2%) were non committal - a category not

obtainedduring normal season

On the point of regularity of supply timing 619 households (37%) expressed

positivesatisfactionasagainst 1092 households (66%) during normal season - a drop

of 29% from normal seasondatum. 1008 households (61%) expressednegative
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satisfaction asagaInst 546 households(33%) - a rise of 28% from the normal season

datum and 31 households(2%), in the ‘non-committal” category - arise of 1% fromthe

normalseasondatum.

On the point of quantity of water made available, 453 households (27%)

expressed positive satisfaction as against 858 households(52%)at normal season- a

drop of 25% from the normal seasondatum - 1157 households(70%) expressed

negativesatisfactionasagainst798 households(48%) - a rise of 22% from thenormal

seasondatum and 46 households(3%) were in the ~non-committal’ category - a

categorynotobtainedduring normalseason

On the point of quality of water supplied. 1183 households(71%)expressed

positivesatisfactionasagainst1246 (75%)at normalseason- a drop of only 4% from

the normal seasondatum. 542 households(33%)expressednegativesatisfactionas

against410 households(25%) - a rise of 8% from the normal seasondatum and 31

householdunits (2%) were in the noncommittal category - a category not obtained

dunng normal season

On thepoint of pressureofwatersupply.357 households(22%)expresspositive

satisfactionasagainst1159 households(70%) - adropof 48% from thenormal season

datum. 1257 households (76%) expressednegative satisfaction as against 497

households(30%)- a rise of 46% from the normal seasondatum and 42 households

(3%) were in the non comimttal - a categorynot obtainedduring normal season.

vi) LACK OF SATISFACTION - CASUAL FACTORS

With a view to identify the factors leadingto the stateof no satisfactionon

accountof reducedsupply, the respondents(negativecategory)wereaskedto indicate

an one of the following which they perceiveas the dominant reasonfor gettingless

than adequatewater.

i) Low pressure

ii) Short duration

hi) Leakagesin the pipe line

iv) Clandestinetapping/pumping

v) Too many to share the water from the same service delivery point.

vi) Relief during interruptions of the service.
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The combined negativesegmentof 798 household units (48% of the total

sample)In all thedivisionsconstitutedthe universefor the query.Of the segment.497

householdunIts (62%of the segmentsample)attributedthe inadequacymainly to low

pressure,followed by 301 householdunits (38%)maInly attributing to shortduration.

Therewere235households(29%)returningmorethanonereason(Multiple response).

Therangeofmultiple responsesincluded.7 householdunlts(l% of thesegment

sample)indicatingto “leakages”in thepipeline.40 householdunits (5%)to ‘clandestine

tapping/pumping”and 188household(24%)to “too many personsto share” the same

servicedeliverypoint.

Impactof the two dominant factors viz, low pressureandshortduration, can

certainly be reducedthrough technologyup-gradationand improvingthe effectiveness

of systemicoperations.

The Board would be well advised to take up preparationor up-gradationof

service manuals on current operations and maintenance covenng the various

equipment.components.machinesandinstruments. Concurrently.intensivevestibule

training of OperationandMaintenancepersonnelin the implementationof emergent

servicemanuals.may also be planned.scheduledandorganised.

RELIEF DURING INTERRUPTIONSIN THE SERVICE

Interruptionsdueto unforeseenfailure of the systemcan neverbe eliminated

totally and may often not allow for any advanceintimation to the consumers.But

stoppagesas a result of maintenance needs can be scheduled and advance

communication to consumerslikely to be affected in addition to making alternate

arrangements.will go a longway in mitigating their difficulties. A sizeablesegmentof

consumers- 622 households(38% of the total sample)werefound ~sore’againstthe

Board on the Issue.

The data profile reveals952 households(57% of the total sample) indicating

TV/Radio/Newspapersasthe mediumof information. 42 households(3%) indicatIng

the Board staff, and 40 households(2%) indicating neighbours as the source of

information. The balanceof 622 householdunits (38%) werefound nursingan acute

grievanceagainstthe Board on accountof ‘no advanceinformation on interruptions’.
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On the pointof alternatearrangementsof water supplyduring Interruptions.

thedataprofile reveals484 households(29% of the total sample)replylngin affirmative

Implying alternatearrangementsbywayoftankers,16 households (1%) alsoaffirmative

but Indicating to supply of water at other periods of time of which may Include

extendedduration of supply on normal days. The balanceof 1116 householdunits

(68%)werefound nursingan acutegrievanceon accountof no alternatearrangements

to supplywater evenfor drinking.

The needfor sensitwity to consumerneeds,especiallyIn utility sector,cannot~

be over emphasized.In addition to enunciatingproceduresto be followed In caseof

Interruptionspersonnelcompliancewith themmust be mademandatory.At the same

time, employeetraming in public relationsandbehaviour,canbe takenup on priority.

to achievechangein employeeattitudes
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5. WATER QUALITY

~Quallty of water, constitutesthe next important factor to Impingeupon user

satisfaction on service delivery The following data nodes were built In the survey

schedulefor assessingthe user perceptionon the quality of water:

1) SatIsfaction on quality

11) Lack of satisfaction - casualfactors

[Ii) Consumer grievances- redressal

THE HMWSSB HAS EARNED A BETTER IMAGE ON THE DIMENSION OF QUALITY

ASSURANCE.

i) SATISFACTION ON QUALITY

On the attribute of satisfaction about the Quality of water, 1246 household

units (75% of the total sample) have returned an affirmative response.implying

positive felt satisfaction,as against410 household units (25%) in the negative. The

comparativeprofile of the 7 divisions on the data node of satisfactionon Quality of

water is presentedbelow

Division - I

The divisional sampleof 155 householdunits (9% of the total sample)reveals

129 house~ioldunits (83% of the divisional sample)in the categoryof affirmed felt

satisfactionasagainst26 householdunits (17%) in the negativecategory

Division - Il

The sample of 205 Household units in the division (12% of the total sample)

reveals,166units (81%of the divisionalsample)in thecategoryof affirmedsatisfaction

as against 39 units (19%) in the negative category.

Division - III

The divisional sampleof2l 7 Householdunits (13%of the total sample)reveals

169 units (78% of the divisional sample)in the categoryof affirmed satisfaction as

against 48 units (22%) m the negative category
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Division - IV

The sample of 286 Household units In the dIvision (17% of the total sample)

reveals.202units (71%of the divisional sample)In the categoryofaffirmedsatisfaction

as against 84 units (29%) in the negativecategory.

Division - V

Thedivisional sampleof377 Householdunits (23%of the total sample)reveals.

250 unIts (66% divisional sample)in the categoryofaffirmed satisfaction as against

127 units (34%) in the negativecategory.

Division - VI

The sampleof 173 Householdunits In the division (10% of the total sample)

reveals140 units (81%ofdivisional sample)in the categoryof affirmed satisfactionas

against33 units (19%) in the negativecategory.

Division - VII

The divisional sampleof 243 Householdunits (15% of the total sample)reveals

190 units (78% of the divisional sample) in the categoryof aflInned satisfactionas

against53 units (22%) in the negativecategory.

It can be seen, that the satisfaction on the attribute of quality of water is

predominantly high. Yet, the segmentof negativesatisfaction is also considerable.

rangingfrom a minimum of 17% in Division No.1 to a maximum of 34% in Division

No.V.

ii) LACK OF SATISFACTION - CASUAL FACTORS:

The samplesegmentof consumersIn ~no satisfaction”categorywas further

probedto tracethevectorsofdissatisfaction Thesampleof4lO Householdunitsof the

no satisfactionsegment(25% of the total sample)reveals, 132 householdunits (32%

of the segmentsample)complainingon ~colour~-implying presenceof Impurities,asthe

dominantreason.161 sampleunits (39%)complainin~on“foul smell, 52 household

units (13%) complaining chemicalsmell, and 55 householdunits (13%)complaining

on “floating matter
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The entiresegmentsamplealso reported“Murkiness” asthe secondaiyreason

for dissatisfaction.

Quality deficienciesin the water supply can be traced to systemicdeficiencies

including paucity of diagnostic or control skills on the part of quality assurance

personnel.The importanceof assuringquality, especiallyIn view of Its roleof primacy

in themaintenanceofcomrnunltyhealthandreductionofsocialcostsof diseaseslikely

to spreadthrough consumptionof substandardwater does not needany reiteration

andeffectivenessin the managementofquallty assuranceand control, directly depend

upon the free flow of Information betweenthe Board and consumer. The Board has

alreadyInitiated a few measuresto effect on-line correction of deficiencies in Quality

assuranceandControlandtheconsumeroriginatedinformationcanpositivelycatalyze

the performance of the corrective mechanism.

iii) CONSUMERGRIEVANCES - REDRESSAL

With a view to identify the stateof art of the interfacebetweenconsumersand

the Board, relating to the managementof quality assuranceand control, the sample

segmentof “no satisfaction” was probed further.

The ‘no sati~faction’segmentof 410 householdunits (25%of the total sample)

revealed,331 householdunits (81% of the segmentsample)affirmative, to the query

whetherthey havemadea complaint - origination of communication.The balanceof

79 units (19%)were In the negativecategory - implying not evenlodgingof complaint.

One segment of the group said, that the problems of repeated failures and staff

indifferencehavebecomehighly vexatious Theyhavefound it easier,expeditiousand

reliable to Install Individual systemsfor protection. Having installed the personnel

systems they did not feel it necessaryeither to observe for pollution or make a

complaint on it. The alienation symbolisesthe stateof rupture in the communication

loop betweenthe Board and consumers.and to that extentprovesdetrimentalto the

Quality assuranceand Control efforts.

The Board would be well advised to mount an integrated programme on

Improving public awareness on various aspectsof its Quality Assuranceand Control

operations Immediately. Concurrently intensive training programmeson consumer

sensitivity can be planned.organisedto enhancethe current levels of organisational

responseto public grievances.
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Eventhesamplesegment.which wasaffirmative In originatingcommunication,

found It necessaiyto ‘pursue’ the matter. The sample units of 331 (81% of the no

satisfactionsegment)reveals,269 householdunits (8 1%) stated to have initiated the

communication by lodging the complaint to the concernedsection officer, of which 93

householdunIts (28%) had to pursueit further to higherofficers and 47 household

units (14%)hadto takeafurther recourseto othervenuesfor obtainingredressal.The

term “other venues’ included political leaders, officials In the Municipal

Corporation /governmentand other Influentlals.

On the elementoforganisational responseto their initiative, the sample reveals

54 householdunits (16% of the segmentsample)statingthat they receivedonly adhoc

redressaland 71 householdunits (21%) stating that the redressalwasdurable. A large

majontyof 206 householdunits (62%)reportedthat the problemremainedunsolved

In view of the critical importance of a proactive communication interface

betweenthe userand the Board, the divisional profile on the stateof response,which

in turn determinesthe organisationalImageis presentedbelow:

Division - I

Thedivisionalsampleof 25 householdunits (8% of the segmentsample)reveals

3 households(12%)in thecategoryof only ‘adhoc’ redressal.asagainst22 households

(88%) in the category of ‘not solved’

.

Division - II

Thedivisional sampleof30 householdunits (9% of thesegmentsample)reveals

3 households(10%) in the categoryof only ‘adhoc’ redressal. 11 households(37%) in

the categoryof ‘durable’ redressaland 16 households(53%) In the category of ‘not

solved’

.

Division - Ill

The divisional sample of 41 householdunits (12% of the segmentsample)

reveals8 householdsIn the categoryof only ‘adhoc’ redressal.10 households(24%) in

the categoryof’durable’ redressaland 23 households(56%)werem the categoryof’not

solved’.
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Division - IV

The divisional sample of 52 household units (19% of the segment sample)

reveals7 households(11%) In the categoryofonly ‘adhoc’ redressal8 households(13%)

in the category of ‘durable’ redressal and 47 households(76%) In the category of ‘not

solved’

.

Division - V

The divisIonal sample of 116 household units (38% of the segmentsample)

reveals16 households914%) in the categoryof only ‘adhoc’ redressal,21 households

(18%) In the categoryof’durable’ redressaland 79(68%) In the category of’not solved.

’

Division - VI

The divisional sampleof25 householdunits (8% of the segmentsample)reveals

13 households(52%) in the category of only ~adhoc’ redressal,7 households (28%) in

the categoryof ‘durable’ redressaland 5 (20%) in the categoryof ‘not solved’

,

Division - V1I

The divisional sample of 32 householdunits (10% of the segmentsample)

reveals 4 households(13%) in the categoryof only ‘adhoc’ redressal,14 households

(44%) In the categoryof ‘durable’ redressaland 14 households (44%) in the category

of ‘not solved’.

As can be seen,the categoryof ‘not solved’ Is predominantlyhigh In all the

divisions, which clearly indicates deficiencies In personnel sensitivity to public

grievances While there could be technical/fmancial or evenorganisational limitations

for effectingonly ‘adhoc’ solutions, the categoryof’not solved’ simply reflectspersonnel

morbidity.

The samplesegmentof affirmative responses- bothadhocaswell durable,was

further probedto analyzethe apparentalienation betweenthe staff and users. The

following elements were expectedto provideclues

I) Organisational level to which the positive response is attributed

II) Lead time for the redressal

III) Userperceptionson the problemsenrouteto redressal.
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The Samplesegmentof 125 Householdunits, combining ‘adhoc’ as well as

‘durable’ categoriesof redressal,constitutedthe universefor the query. The sample

responsesreveals70 householdunIts (56%) indIcating the concernedsectionofficers

as the node for promptresponse,8 householdunits (6%) hadto approach concerned

Dy.G.M, 11 household unIts (9%) had to approach concerned G.M and 3 household

units (2%) had to approachconcernedChiefGeneralManager for redressal.

On the element of lead time for solving the problem, only 15 householdunits

(12%) indicated that the problem was solvedthe same day, 39 household unIts (31%)

reported It in the rangeof 1 to 2 days. 21 household units (17%) reported it in the

rangeof 3 to 5 daysand50 householdunits (40%)reportedit in the rangeofexceeding

6 days.

On the elementof difficulties enroute to solution, 67 household units (53% of

the segmentsample)stated that they had not encounteredany difficulty, asagainst

58 household units (47%) stating that they had positively felt at least one difficulty.

On the natureof the difficulties, therewere multiple responses.49 householdunits

(84% of the segmentsample)statedthat they had to ~frequently’ remind the concerned

officials, 27 householdunits (47% of the segmentsample)statedthat the concerned

official wasnotaccessibleand35 householdunits (60%)hadattributed ‘otherreasons

’

and 53 householdunits (90%) had indicateda combinationof morethan one of the

difficulties cited.

While 56% of the aggrievedsegmentof the consumershad Indicatedprompt

and positive responseon the part of field staff, the performanceimage suffers a set

back viewed from the angle of the remainingsegmentreportingon staff indifference.

As can be seen,17% of the samesegment.had to move up the hierarchy for redress

and 27% dIsplayedsilentprotestby returninga no response.The datareturnson the

lead time for redressalprovidesa clue to the adverseimage manifestation,as 40% of

the complainant segment indicated that it takes more than 6 days to obtain

rectification, 48%of the segmentindicatedit In the rangeof 2 to 5 daysandonly 12%

of the segmentobtainedIt within a day. The Imageof “prompt response”asobtained

from 56% oftile sampleappearshallow, In thecontextofthedominanceof’ unduly long

lead time for obtainingredressas reported by 40% of the sample The elementof

difficulties enroute to redress, the predominance of too many reminders, lack of

accessto officers and ‘others’, compounds the situation and is indicative of lack of

consumerorientation on the part of fIeld staff

The employeetraining needon consumersensitivity thus standssubstantiated.
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6. REVENUE ADMINISTRATION

Revenueadministrationconstitutesyet another major determinantofconsumer

perspectiveon the stateof service. The appraisal of RevenueAdministration, to the

extentof Its Interfacewith the consumers,was basedon thefollowing attributes: (Ref:

surveyscheduledatanodesNo 18 to 28).

I) Consumer awarenessof service chargesand tariff;

11) Metering, serviceability, reliability, billing and related issues;and

ill) Errors in recording, billing and redressaiof grievances.

I) CONSUMER AWARENESS OF SERVICE CHARGES MW TARIFF:

Oni the PPCsegmentof 1517 household units (92% of the total sample).

constitutes the universe for the analysis as the PSP segment of consumersIs not liable

to pay for the serviceof water supply

The dataon the level of consumerawarenessof the water rateindicates, only

415 sampleunits (27%of thePPCsegment)returninganaffirmative response.Implying

positiveawarenessof the current rateof servicechargesasagainsta largemajority of

1009sampleunits (67%)in the negativeresponse.implying lack of awarenessand 93

sample units (6%) through being serviceusers,opted to return a no response.The

two attributes viz for the lack of awareness as well as no response”,needto be

viewed in the context of thefollowing limitations.

1) remittanceof water chargesby the employer - either public or private.

or by house owners or the resident’ssociety which in turn usually

collects a flat subscnptioncovenngotherservicesalso.

ii) proxy status - the respondentbeing only a relative, son/daughter/wife

andnot the headof the family.

iii) outright indifference - the water bill being meagre vis-a-vis the

householdincome, fails to receivethe requisiteattention.

iv) clandestinecharacterof the serviceconnection:and

v) outright hostility agamstthe poor systemitself
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The divisional profiles of the threecategories- ‘affirmative’, ‘negative’ and ‘no

response’aspresentedbelow:

Division - I:

The PPCsamplesegmentof 142 household units (9% of the total segment)

reveals, 86 household units (61%) In the negative category of responseand 14

householdunits (10%)in theno responsecategoryasagainst42 householdunits (30%)

in the affirmative category.

Division - II:

The PPCsamplesegmentof 198 householdunits (13% of the total segment)

reveals133 householdunits (67%)in thenegativecategoryand4 householdunits (2%

)

in the category of no responseas against 61 households(31%) in the affirmative

category.

Division - III:

The PPCsampleof 203 householdunits (13% of thetotal segment)reveals.j4~

householdunits (73%) in the negativecategoryand 16 householdunits (7%) in the

category of no responseas against 40 household units (20%) in the affirmative

category.

Division - IV:

The PPCsampleof253 Householdunits (17% of thetotal segment)reveals.j~,

householdunits (64%) in the negativecategoryand 18 householdunits (7%) in the

category of no responseas against 72 household units (28%) In the affirmative

category.

Division - V’

The PPCsamplesegmentof 334 householdunits (22% of the total segment)

reveals,213 householdunits (64%) in the negativecategoryand 14 householdunits

(4%) in the category of no responseas against 107 householdunits (32%) in the

aflIrmative category
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Division - VI:

The PPCsamplesegmentof 156 householdunits (10% of the total segment)

reveals,109 householdunits (70%) in the negativecategoryand 17 householdunits

(1 1%) In the category of no responseas against30 household units (19%) in the

affirmative category.

Division - VII:

The PPCsamplesegmentof 232 householdunits (15% of the total segment)

reveals, 158 householdunits (68%) in the negativecategoryand 11 householdunits

(5%) In the categoryof no responseas against63 household units (27%) in the

affirmative category.

The profile on the awarenessof water tariff reveals,the negativecategoryas

highas(73%)In Division No III followedby Division No.VI (70%),Division No.Vl1 (68%)

,

Division No.11 (67%),DivisIon No.IV & V (64%each)andDivision No.! (61%)atthe least

.

The magnitudeof negativecategoryevenat the leastslab at 61%, shouldcertainly be

a causefor alarm.

The no responsecategoryis found dominantin Division No VI (11%), followed

by Division No.! (10%). Division No Ill & IV (7% each), Division No.VII (5%) Division

No.V (4%) and Division No.11 (2%).

The data trends pertaining to the ‘lack of awareness’and the “no response’

categories,deserveimmediateattentionof the Board. A comprehensiveprogrammeof

publicity on water tariff its componentsandmethodsof calculation may be launched

immediately, to improve the existing levelsof low public awareness.

To the queryon awareness of any rise in the tariff 757sampleunits (50% of the

segmentsample)repliedin affirmative implying positiveawarenesson IncreaseIn the

tariff, 628 householdunits (4 1%) were in thenegativecategoryconnotingcontrary to

the first group as against 132 household~ in the categoryof no response The

negative as well as no response categories may also be the manifestations of

‘occupation’ status, by which the respondentmay not be directly involved in the

transaction:out right indifference because of marginality of bill amount as well as any

increasevis-a-vis the householdincomestatus,or the intermediary role of ‘Residents

service societies’. However, thereappearsto be adifference between consumers and

the staff on the meaningand implication of the term “increase” in water tanif.
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In theabsence of proper dissemination of Information on tariff structure, the

consumers,are left to perceiveany rise in the bifi amount not accompaniedwith a

commensuratefelt increasein the supplyof water,asa rise in the tariff. The staff, on

otherhand Insteadof clariI~ingtheattributes of billing, draw the public attentionto

the Inclusionof sewerageservicechargehere-to-forelevied by the MCH. TheMCH, like

any other local body in A.P, wasthe competentauthority to levy andcollect sewerage

service within the twin cities and the levy was in the form of seweragecessas a

percentageof property tax, till the transfer of the service function along with the

concerned personnel to the Board in 1988. While the removal of seweragecess

component from property tax structure and the consequentreduction In the tax

liabifity has escapedpublic attention, the levy of sewerageservice charge as a

percentageof water consumptioncharge - the current practice becomes a suspect as

a clandestine attempt to raise water tariff on the part of the Board. There is. thus, a

clear need for improving public awareness,on billing components and the rate

structure as well as proceduresof billing. In the absenceof relevant in formation

adverseopinion will continue to grow and billing basedgrievancesagainstthe Board

are likely to flourish further.

11) METERING, SERVICEABILITY/RELIABILITY AND BILLING

Publicrevenuemanagementstipulates,unambiguousproceduresfor recording

the serviceusageor consumption,regularity in the time cyclesof meteringaswell as

service of bills and collection of revenue. In order to identi1~,’the current state of

operationson the elementsmentioned,the following datanodeswereIncludedin the

survey schedule.

a) Periodicity of meteringand billing; and

b) Averageyield of revenueper month perserviceconnection

‘Meter recording’ constitutesa nebulous planeof contactbetweenconsumer

and theconcernedstaffandboth sharetheonusfor discrepanciesand the consequent

slippagein revenue

The dataon the meter reading/recording cycle reveals,84 sampleunits (6% of

the PPCsegment)statIng that the readingand recording is done every month, 542

householdunits (36%) were in the readingand recordingcycle of once in 2 months.

517householdunits (34%)wereIn the cycleof onceeveryquarter.47 householdunits
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(3%) wereIn the cycleof oncein four months.68 householdunits (4%) indIcatedIt as

exceedingfour months and 259 householdunIts (17%) were In the category of no

response.

On the parameterof billing cycle, the sample segment of 1517 PPC units

reveals, 2 household units (0.13%) in the category of monthly bill servIce. 578

households(38%)in the categoryof bimonthly bifi servIce,600 householdunits (40%)

in the categoryof quarterly bill servIce. 119 householdunits (8%) In the categoryof

exceedingthe quarterly range. and 90 householdunits (6%) indicated randomness.

implying no specific time cycle In the service of bills and 128 householdunIts (8%)

returneda no response.implying absenceof bill serviceto Individual householdunits

for the reasonsalreadymentioned.

The dataon meteringanalyzedin conjunctionwith the dataon receiptof water

bills by consumersrevealswide gaps. While meterrecordingat monthly Intervals Is

reported by 29 householdunits (13%), only 2 household units haveacknowledged

receiptof bills, while. 542 householdunits (36%)reportedbimonthly meterrecording

as many as 578 household units (38%) acknowledged receiving bimonthly bills. While

517 household units (34%)reported quarterlyrecording.bill receiptsof the samecycle,

indicate 600 household units (40%). While 115 householdunits (7%) reported the

recordinginterval exceedmgquarterly, the correspondingclass intervals for receipt of

bills indicate 119 households(8%). WhIle 259householdunits (17%)havereturneda

no response on the element of ‘meter reading’, the combined categories of “Irregular’

and ~no response”m respectof bill receipt indicate218 households(14%).

The gapscould beon accountof prevarication’on the partofconsumersaswell

as indicative of randonmess on the part of staff Individual interviews with select

consumers as well as staff: reveal, that it is not uncommon to find consumers

suggesting‘under recording’ to suit their convenience and the staff indulging in

exaggeration of the recording. for different reasons. The cumulative effect of repeated

under recording, suddenly descends on the consumer, with achangein the staff.. The

slippage on account of the gaps ranging from 2% to 13%. can be staggering if projected

on the plane of actuals.Thus. it canbe inferred that there is an immediateneedto

install an on line monitoring system in respect of Demand. Supply. Metering and

Revenuecollection

As can be seen, the diversepatternsof recordingand billing cyclesnot only

compoundsthe problemsof usersbut also leadsto unevenin flow of funds. The huge
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scaleof accumulatedarrearsIn revenuepertaining to water supplycan be directly

tracedto thewide Interaswell asIntra divisional inconsistenciesIn the cycles of meter

readlng. recording and serviceof bills. Monthly recordingand billing may Increase

costs of billing and longerperiodsof billing cyclesmay stretchthe burdenof liability

on consumers.The Board would be well advisedto Initiate appropriatemeasuresto

balancethecounterveiling intereststhroughasystematicanalysisofIts revenueInflow

and expenditurerhythm and the thresholds of paying capacity of consumers. The

categorypatternsof ‘irregular” aswell as“no response°,demandfurther analysis.case

by case;to identIf~rthe causalfactors and remedialmeasures.

ll) AVERAGE YIELD OF REVENUE PERMONTH’

Thedataprofile on averageyield of revenuereveals,90 sample units (6% of the

total PPCsegmentof the sample)in the rangeof less than Rs 100/ per cycle period.

711 sample units (47%) in the range of Rs.l00 to Rs.200.161 sampleunits (11%) In

the rangeof Rs.200to Rs 300, 52 sampleunits (3%) in the rangeof Rs.300to Rs.400,

18 sampleunits (1%) in the range of Rs.400 to Rs 500. and 138 households (9%) in the

range of exceeding Rs.500. while 347 household units (23%) returned a no response

The no responsecategoryappearsfairly large due to inclusion of household categories,

not liable to pay the water chargesdirectly (tenants - private as well as public and

members of housing societies)

Divisional data profile reveals, division No VH dominant (2% of the sample

segment)in the categoryof bills in the range of less than Rs.100 as againstDivision

No.! with a nil return in the samecategory,Division No.V appearsdominant(23% of

the segmentsample) in the range of Rs.100 to Rs.200as against the least (8%) in

Division No.6. Division No.5againappearshigh (12%) in the range of Rs.200 to 300 as

gamstthe least(9%)in Division No.11 ThesameDivision appearhigh (29%)evenin the

rangeof Rs.300to Rs.400 Division No.VI appearshigh ~ in the rangeof Rs.400to

Rs.500. It is again Division No.V which appearshigh (25%)in the rangeof exceeding

Rs.500 and once again the same Division ranks high (4%) in the category of no

response.

Viewed In conjunction with the elementof billing cycle, Division No.V ranks

high in the categoriesof bimonthly as well as.quarterly cyclesof billing andalsothe

cyclic periods exceeding 3 months,asagainstDivision No IV which ranks high in the

category of no regular cycle penodof billing
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StatistIcal analysis of the combined data on billing cycle in all the Divisions

revealsthe averagecycle period of billing varying from 2.5 to 3 months.

WIth aview to ldentil~’the average householdexpenditureon waterin relatIon

to averagehouseholdincome,the following 4 parametershavebeenusedand thedata

is tabulated:

I) Average cycle periodof billing:

II) Average bill amount for the period,

lii) Average bill per month: and

Iv) AverageHouseholdincomeper month

Table No.3

THE TIME CYCLES OF BILLING, BILL AMOUNTS AND AVERAGE BILL PER

MONTH VIS-A-VIS HOUSEHOLD INCOME

Division
NO.

Average
cycle period
of billing

Average bill Average Average
amount per household bill household income

cycle period per month in Re per month in Re

mRS

Average household
expenditur. on water as

a percentage of income

1 2 85 month. 175 28 61 50 1.9801 3 10%

II 2 7 eontha - 164 49 60 92 2.2001 2 76%

III 2 7 month. 216.02 j 80.00

178 33 59 64

2.2101 3 61%

IV 2 99 months 1 9001 3 13%

V 2 64 month. 269 25 101 98 7. 8201 5 61%

7.71 2 87 month. 240.47 83 78 2 3601 — 3 50%

VII 2 56 eontha 208.74 91 34 2 2600 3 59%

Total
Segment
Sample

2 79 montha

~

216 75 77 68 2 0700 3 75%

The per capitaexpenditurepermonth on waterby sizerangeof householdunit

populationis tabulatedbelow

Table No.4

EXPENDITURE ON WATER BY HOUSEHOLD SIZE

Household unit size Range Expenditure permonth in
_______________________ Rupees.

5 15.53

5.10 10.35

10.15 621

15-20 443
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The analysis revealsan inverse relationshipbetweenthe householdsizearid

expenditureon theserviceof watersupply. The Inferencecould belargerthe sizerange

of ahousehold,lowerthehouseholdexpenditureon water, Indicativeof lowerthescale

of supplyof water andhigherlevelof dissatisfactionon the Quantityofwateraccessed.

The presentnormsof relatingthesizeof serviceconnectionto the plot or house

asa unit, needto be revisedto accommodatethe vectorsof householdsize/additional

householdsalso. This may result In increasedsupplyanddecreasethe complaintson

accountof inadequacy.The technicaland legal implication of the suggestedrevision

needsfurther technicaland financial appraisals.

lii) ERRORS IN RECORDING AND BILLING REDRESSAL OF CONSUMER

GRIEVANCES:

The process and procedure for recording water consumption (meter reading)

appearsasthe base,for aseriesof consumergnevances.The sampleanalysisreveals

121 sample units (8% of the PPC segment)in the category of observederrors or

discrepanciesin meter recording. as against 823 household (54%) who had no

complaint on thesameand573 households(38%)returneda no response Divisional

profile reveals Division No.V high (11% of the divisional segment of PPC) on the

parameter of grievances on accountof errors and discrepanciesin meter reading as

againstthe least(4%) in Division No.1

On thepoint of difficulties to obtain correctionof the errors,the samplereveals

38 sample units (26% of the effected segment)in the categoryof no diffIculty, 54

sample units (36%) reporting indifference on the part of staff. 26 sample units (18%)

reportingon thetime consumingnatureofproceduresfor rectifyingerrorsand30units

(20%) attributing other factors. Interestingly. 27 household units (18%)of the same

group indicated more than one of the above categones of difficulties.

Further probing to identify the morphologicalbaseof errorsrevealed,that they

mainly anseon account of the ~remarks’ recordedin the bills. 143 householdunits

(55%of theaggrievedsegmentof the sample)werein the “Minimum charges”category

of remarks and 110 household units (43%) in the “meter not working category. The

remarks of “minimum charges” and ‘meter not working’ are recorded without any

intimation to the consumerand the bills so remarkeddo not indicate the reading-

either the current or the previous The consumerswereemphatic in stating that these

two categoriesofremarksareoften usedeitherasameansof intimidation or to initiate

“under hand dealings”
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The data on the category of householdunits in the categoryof ~meter not

worklng’. revealed30 householdunits (27% effected segment)stating the remark

notationsarefound frequently, 41 household units (37%) found them occasionally and

39 household(35%)opted to return a no response.Division No.V1 rankshigh In the

categoriesof’frequently’ (39%)and ‘no response’(33%)asagainstDivision No.111 In the

categoryof ‘occasIonally’ (55%).

On the point of leadtime for effecting repairsof the faulty meter. 30 household

units (27%of effectedsegment)werein the repair periodrangeof at least 1 month. 42

householdunits (38%)werein the rangeexceeding1 monthand 38 householdunits

(35%) returned a ‘no response’ On the point of chargesincurred on repair/servicing.

38 householdunits (53% of effectedsegment)had put it in the rangeof Rs.100 to

Rs.200each time, as against 34 household units (47%) in the range of exceeding

Rs.200eachtime.

It is a commonknowledgethat domesticwater metersbelongsto durableand

low cost categoryof measuringinstruments Their operatingmechanismare simple

Themarketprice of a newdomesticwater metermay vary betweenRs.300to Rs.500,

of which the housingof the instrument constitutesthe only item of high value. The

housing does not need replacementor any specffic servicing other than cleaning.

Despitethe low replacementcostsof otherparts,the chargesfor servicingasreported

by the respondents,arepatently unfair,

The Board may be well advised to addressthe issue of “unfair charges” by

assumingtheresponsibilityfor meterservicingat siteon ‘maintenancecontract’basis.

The contract chargesmay be levied as a percentageof consumptionor a flat rate

dependingupon the staffmgandmaterialcosts.

On the point of ‘charges’. if any. paid to the meter reader, the data profile

reveals88 householdunits (6% of the PPCsegmentof the sample)in the affirmative,

implying that the meterreadersactuallydemandand are paid’. 1159 Householdunits

(76%)In the negativeimplying no such payment,and270 householdunits (18%)were

noncommittalby returninga no response.On the point of reasonsfor the ‘charges’, 8

householdunits (9% of the affirmative category)attributed it to condonationof delay

In gettingthe meterrepaired. 14 householdunits (16%) to motivate the meterreader

m effecting “correct calculation” and 66 household units (75%)werenon committal,by

returninga ‘no response’.
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In the absenceof any official provision, the ‘charge’ situation reflects plain

collusion betweenconsumerand the concernedstaff. The reasonsattributed bear

ample testimony, especially in the context where the staff is neither authorised to

condonethe delay nor to collect towards ‘correct calculation’. The third categoryof

responseviz ‘no response’merelyreflect attemptsto camouflagecollusion Statistical

projectionsrevealthat the gross leakagesin revenueon accountof the situation, can

be in the rangeof 6% to 10%

While streamlining the function of metering, the followmg suggestionsfrom

consumers certainly merit positive consideration. The percentagesIndicate the

strength of sample units behind the recommendation vis-a-vis. the total sample

i) On spot intimation of recordmgto the consumer- 3%

ii) Advanceintinmtion to theconsumerson thescheduleof meterreading- 5%

hi) On spotcorrectionof errors 1 5%~

On the point of difficulties in effecting Bill remittances,the dataprofile reveals,

1166 householdunits (77%of thePPCsamplesegment)in the categoryof no difficulty.

77 household units (5%) complainingon theexcessivedistanceto the collection centre,

43 household units (3%) complaining on over crowding’ at the collection centreand

114 Householdunits (7.5%) on the cashor draft modesof remittanceinsisted by the

Board, while 351 household units (23%) returned a multiple response.and 117

households(8%) were non committal by returninga no response.
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7. MAINTENANCE OF THE DISTRIBUTION SYSTEM

Public vigilance on the state of operationsand maintenanceof the system.

standardsof serviceand staff performance.constitutesa powerful tool to sustain

constitutesthesystemiceffectiveness.Thesurveyscheduleincluded thefollowingdata

nodeson the level of public vigilanceanduserstanceon cooperationwith the Board

(Ref: survey scheduledatanode number 31 to 34).

I) Stateof operation andmaintenance of PSPs in the locailty;

II) water leakagefrom the distribution system; and

ill) Feedbackand response.

i) STATE OF OPERATION AND MAINTENANCE OF PSPsIN THE LOCALITY

Thedataprofile reveals935 respondents(56%of the total sample),aflIrmnatlve

on availability of public stand posts in their respective localities, as against 701

respondents(42%) indicatmg non availability (absence)of the same and only 20

respondents(1%) were in the categoryof no response.

The affirmative segmentof respondentson the availability of PSPs in their

respectivelocalities,wasprobedfurther to generatedataon thestateof operationand

maintenanceof the PSPsunderreference

On the point of the facility of a ‘platform’ aroundthe PSPunder referencein

respective localitIes, 773 respondents (83% of the segment sample) replied In

affirmative. Implying the presence of a platform asagainst162 respondents(17%)who

replied in the negative. Asked about the facility of a “drain channel” from the under

reference.733 respondents(95% of the segmentsample) replied that the platforms

under reference,havedramchannelsas agamst40 respondents (5%) who replied in

the negative, implying “no drain channel’

On the point of leakage from the PSPs in their respective localities. 211

respondents(23% of thesegmentsample)found the PSPsunderreferenceconsistently

leakingasagainst724 respondents(77%)who said that the PSPsunderreferenceare

normally leak-tight -
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On the stateof water stagnationat the premisesof the PSPsunderreference.

247respondents(26%ofthesegmentsample)repliedIn affirmative Implyingstagnation

of water, as against688 respondents(74%)who replied In the negative Implying no

stagnation.

On the availability of tap head (stop cock). 235 respondents(25% of the

segmentsample)said that the PSPsunderreferenceare normally without a stopcock

as agaInst72 respondents(8%) found it consistently missing and 628 respondents

(68%) returneda no response.indicating indifference to the maintenanceor stateof

serviceability the system.

ii) LEAKAGES

On the point of leakagesin the local distribution system. 25 respondents(2%

of the total sample)said the distribution systemin their locality consistentlysprings

leakages.149 (9%) indicated that the leakagesare frequent,213 respondents(13%)

indicated the occurrenceof leakageas rare and 917 respondents(55%) were m the

categoryof never found the systemleaking, while 352 respondents(21%) returneda

no response- indicatingeither indifferenceor prevarication.

Thecategoryof”consistent” leakageswasfound doimnantin Division No I. the

category of “frequent” leakageswas dominant in Division No. IV and Division No.V

appearstop In the remainingthecategoryof ‘rare’ and ‘never’ aswell as ‘no response’.

Therewasalso the extremelyvigilant segmentof 230 respondents(14% of the

total sample)which did not miss to observethe leakagesevenout side their locality,

and 55 respondents(24% of the segment)evenwent to the extent of reporting their

observation,to the Board

lii) FEEDBACK AND RESPONSE

The stateof feedback from the user public on leakage as well as the staff

responseis profiled below

Of the 351 respondentswho had observed leakagesfrom the system 260

respondents(74%) claimed to have brought it to the notice of staff, as against 91

respondents(26%) who opted to remain passiveobserversonly Of the segmentof

respondentswho had reported on the leakages.78 respondents(30%) found the
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rectification ‘adhoc’. 132 respondents (51%) found the rectification durable 42

respondents(16%) found the leakage continu1n~, implying no corrective effort and 8

respondents(3%) found the staff totally non responsiveto their component.The last

two of the observed categoriesviz ‘no corrective effort” and “no responseto the

complaint” indicate derelictionof duty on the part of concernedstaff. The combined

percentageof the two segments of observation(19%)providesa clue to the low public

image on staff performance. Roughly one in every five of the consumers with a

complaint, fmd the staff either not responsiveor not performingduties as expected.

Division No.1 andIII rankhigh (33%of the segmentsample)in the two categoriesunder

reference,followed by Division No.IV (24%). Divisions V and VI (21%). Division No II

(8%) and Division No.V1I (6%)

On thepoint of lead timefor repairandrectification 35 oftherespondents(17%)

reportedcorrectiveactioncoming-forththesameday.93 (44%)reportedit in the range

of 2 to 3 daysand 72 (39%) reportedit m the rangeof exceedmg3 days.
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8. SEWERAGE

±

Thescenarioon thestateof sewerageserviceis basedon the datageneratedon

the following elements.(Ref’surveyscheduledata nodesnumber 35 to 40).

1. Accessto sewerageservice:current status;

11. Awarenessof the current pattern of levy of seweragecharges;

III. Stateof maintenance; and

lv. Grievancesand redressal.

I) ACCESS TO SEWERAGE SERVICE: CURRENT STATUS:

It is interestingto find that amongstthe 1656 samplerespondentsonly 425

(26%)respondentshad the knowledgeto distmguishbetweendrainageandsewerage.

The profile on accessto sewerageservice reveals. 1540 householdunits (93% of the

total sample) having sewerageservice connection. Interestingly, the number of

households connected to sewerageservice appearshigher than the number of

households(1517) in the categoryof PPCindicating to the existenceof 23 households

having a sewerageservice connectionbut not connectedto water supply service

conversely,therewere 116 household units (7%) amongstthe PPCcategory,without

a sewerageserviceconnection.The householdsegmentwithout serviceconnectionto

sewerage,was probed further to identi1~’the methods adopted for disposmg the

householdsewage The dataprofile reveals 34 householdunits (29% of the segment

sample) using own septic tank. 14 householdunits (12%) using community septic

tank, 40 householdunits (34%) lettm~out to opensurfacedrains and 28 household

units (24%) returninga no response.The last two categoriesmethodsof disposalare

mainly found in the slums and the under developedareasonly.

U) AWARENESSOF THE CURRENT PATTERN OF LEVY OF SEWERAGE

CHARGES:

The function of sewerageservice,which was formerly the responsibilityof the

MCH was transferredto the Board in 1988 Seweragetariff asa percentageof charges

on waterconsumption,is currently levied.Thepatternof levyof seweragechargebeing

comparativelyrecent,dataon the elementof consumerawarenessof the patternwas

generated.The entiresamplesegmentof PPCclass- 1517 householdunits (92% of the

total sample)constitutedthe universefor the analysis.
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The sample reveals.418 householdunits (28%) in the affirmative category

implying positiveknowledgeof thenewpatternasagaInst1008 householdunIts (66%

)

in thenegativecategoryimplying lackof knowledgeand91 householdunits (8%)in the

no responsecategory

The categoryof consumerswithout sewerageservIceconnection,wereasked

whether they would be willing to obtain the service connectIon. Of the 116

respondentsm the category. 71 respondentsunits (61% of the segmentsample)

expressedreadinessasagainst41 respondents(35%)replyingin thenegativeImplying

unwillingness.The later categoryof respondentswas againpredominantIn the slums

andthe underdevelopedareas.

On the point of blockagesoccurrmgin the localsewersystem.therewere 974

householdunits (63%of thesegmentsample)who hadexperiencedchockage/blockage

at one time or other, as againstto the segmentof 566 householdunits (37%) not

havingexperiencedit any time. The divisional profile on the datarevealsDivision No.V

dominating (25%) in the category of frequent occurrenceof chockagesas against

Division No.VI (7%) m a comparativelybetter position

A majority of the effectedsamplesegment - 827 units (85%)reported to have

utfilsed theservicesofBoardsstafffor clearingthechockagesand 128householdunits

(13%) used pnvate service for the same Of the segmentwhich utilised the Board

Services, 153 households(19%)concededto makingpaymentto the regularstaff, on

job to job basis 19 households (2%) statedto haveclearedit through self service.

Queriedon the point of sewageoverflow in the locality. 945 householdunits

(57% of the total sample)stated that the occurrenceis common in their locality, as

against640 householdunits (39%)stating that they havenot observedit happening

In their locality A small numberof 71 sampleunits (4%) returneda no response

The feature of sewerage overflow as a commonoccurrenceappearsto be ~

in Division No.V asagainstDivision No.VI which appearsbetterplacedamongstall the

divisions.

On the stateof manholecovers, 1310 respondents(79% of the total sample)

said that the manholes in their locality are found to be properly covered, 259

respondents(16%) saId that the manholes in their locality always appear open

(uncovered)5 respondents (lessthan 1%) said,that stonesaresubstitutedto cover the
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manholesin their neighbourhoodand 82 respondents(5%) returneda no response.

Queriedon the occurrenceof”theft~ofmanholecovers,318 respondents(9%

of the total sample)reported that it is a common occurrencein their locality, 1242

respondents(75%)statedthat it Is not socommonand96 respondents(6%) returned

a no response.Division No VII appearshigh in the categoryof frequent missing of

manholecovers

On the point of reportingthe ‘missing manholecovers’, 149 respondents(47%

of the segmentsample)replied in affirmative implying that they had reported their

observationsto the concernedstaff and 169 respondents(53%) appearedto have

remained indifferent to the incidents Of the samplesegmentwho had reported. 45

respondents(30% of the segmentsample)found immediate responsein the form of

prompt replacement.33 respondents(22%)reportedto haveelicitedonly a promiseto

replaceand. 3 respondents(2%) found the concerned staff pleadinghelplessnesson

accountof something or other. 68 households(46%)found the concernedstafftotally

indifferent

.

Division No.V appears high in the categoriesof promptas well as indifferent

categoriesof responses,as against Division No.V1l which ranks high in the only

promisecategory
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9. POLLUTION: PREVENTION AND CONTROL

The level of pollution in the water accessedconstitutes another major

determinant of consumer perspectivesand satisfaction The survey attempted to

developa samplescenarioon the stateof Pollution preventionandControl in the twin

cities. Generation of data pertaining to state of pollution covered the following

points.(Ref surveyscheduledatanumbers41 to 50 02).

I) Level and frequency of water pollution;

II) Feedbackand follow-up;

lii) Incidence of water borne diseases;and

iv) Conswner awarenesson ca~isesfor pollution aswell as indicators,

Interface with Board staff.

i) LEVEL OF WATER POLLUTION:

On the point of pollution in the water received, about one third i.e.,

households(32%of the total sample)replied in affirmative implying that theyhad the

experienceof receivingpollutedwater supplyas against1025 households(68%) who

repliedin the negative On the point of frequencyof its occurrence.204 sampleunits

(41%of the segmentsample)indicatedthat pollution of waterasacommonoccurrence

in their locality and288 householdunits (59%)placedthe occurrenceas ‘occasional’

Divisional profile on both the parametersreveal. Division No V high on the

incidence as well as frequency of occurrence of water pollution. However, the

distribution rangeof the mcidence of pollution indicatesvariationof 23% to 42% in all

the divisions

Ii) FEEDBACK AND FOLLOW-UP

On the point of follow up actionfrom the userend. 138 householdunits (28%)

reportedto haveinformed it direct to the staffof the concernedsection,30 household

units (6%) choseto bring it to the notice of local leader. 61 householdunits (12%)

reported it to the MCH and 263 householdunits (53%) remainedindifferent by not

reportingat all (Relianceon poor systemof water purification wasoneof the reasons

for the user inaction)
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There appearsto be a wide variation in the user understandingof the

appropriateagencyto reporton pollution. Exceptfor asmall percentageof28. a large

numberof effectedpeopleeither reportedthe occurrenceto “agencies”other thanthe

Board or remainedindifferent The boardstaff, in the absenceof direct information

from the consumers,could do little by way of preventionor rectification. The Board is

well advisedto launchan intensivepublicity program,to restrictthe undesirabletrend.

On the point of responsetime from the Board, the data profile reveals 56

household units (24% of the effected segment sample) indicating the range of

rectification time between1 to 2 days.74 householdunits (32%) indicating It between

2 to 4 days.80 householdunits (35%)indicating in the rangeof exceeding4 daysand

19 householdunits (8%) indicating that the problemhasnever beendurably rectified

Discussionon the consequencesof polluted water supply becomesmoot and

redundant,at this juncture. The high incidenceof affirmative data in the ttvo ranges

viz, exceeding4 daysand non-durablerectification, makeit imperativeon the partof

the Board to take up employeetraining programme.in the relatedareasof pollution

detection, prevention, rectification and consumer orientation, concurrently with

streamliningof the presentproceduresfor implementingthe correctives

in) INCIDENCE OF WATER BORNEDISEASES

On the point of incidenceof water bornediseases,the data profile reveals,492

sampleunits (30% of the total sample)reporting to havealreadybeeneffectedby one

or otherof the diseasessuchasCholera.Jaundice.Typhoid, etc . listed in the survey

The listing itselfwasillustrativeratherthanan exhaustivecompendiumon waterborne

diseasesHoweverthe incidenceof the orderof 30% - in factasmanyas83 household

units (17%)havenot evenreportedtheir sickness,makesit imperativeon the part of

theBoardtoinitiate prophylacticmeasuresagainstpollution on toppnorlty. Improving

consumer awarenesson the ‘causes’ and ~consequences’ of pollution, can be a

supportivestrategyin arrestingthe incidenceof pollution.

iv) CONSUMER AWARENESS

An index of consumerawarenessof the causeswas soughtto be established.

dunng the surveyand the data is profiled below
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On the point of the contributory role of ‘criss-crossing’ of water supply and

sewageservicelines, 1356 householdunIts (82%of the total sample)indicatedpositive

awarenessas against 161 householdunits (10%) who were In the category of no

knowledgeand 139 households(8%)returnedano responsewhich Is merelyindicative

of unwillingness to acceptthe Ignorance

On the stateof alignment of the service lines at the premisesof respondents

house,89 sample units (6% of the segmentsample)concededto the fact of criss-ET
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crossingof theservicelinesat their respectivepremises.asagainst1362 sampleunits

(90%) indicating that the exigencyis not applicableto them on accountof havingon-

site septictanks, and 66 householdunits (4%) returneda no response,indicative of

unwillingness to acceptthe scopefor pollution the felt threat of being required to

changethe alignmentand the incidental investment Furtheranalysisin clarl1~lngthe

last option reveals40 householdunits (45% of the segmentsample)who expressed

readinessto undertakerealignmentof servicelines. 25 householdunits (28%)who for

reasons of their own, expressed against any personal responsibility to effect

realignment There werealso 24 householdunits (27%)who returneda no response.

Pollution neednot necessarilyemanatefrom the public distribution system.It

canalso originatefrom within at the userspremisesAttempts. therefore,were made

to assessthe consumerawarenessof the scopefor pollution and preventiveaction at

own premises.The data analysison the issueis presentedbelow:

On the pointof storageof water. 306 sampleunits (20%of the PPCsegmentof

the sample)were found to be storing water in overheadtanks. 336 householdunits

(22%) in ground level sumps. 741 household units (49%) in steel drums and 134

householdunits (9%) in an assortmentof containerssuch as metal vessels,earthen

pots. PVC carboys,cementtubs, etc

The dataon householdsegmentwith ground level sumpsfor storageof water

reveals,69 sampleunits (21%of the segmentsample)indicatingautomaticwater flow

into thesumpon commencementofsupply. 234 sampleunits (70%)indicated‘manual

filling’ and33 householdunits (10%)returnedano responseThe combinedcategories

of manualfilling and no responseconstitutethe likely group to usesuctionpumpsto

draw water from the system.

The samplesegmentIn the categoryof automatic flow into the sumpreveals.

29 householdunits (42%).wherein, the deliveryheadnormally gets submergedandin
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caseof not beingclosedon thecessationof supply. the water abovethe delivery head

returnsInto the system40 sampleunits (58%)replied that the delivery tap Is sohigh.

that water level doesn’tevennormally reachIt. The observationassumessignificance

especiallyin the light of dataon the userhabit of closingthedeliverytapafteruse.The

dataon the point reveals 1229 sampleunits (81% of the PPCsegmentof the sample)

IndIcatingaffirmative, implying that theydeliberatelyclosethe tap afteruseasagainst

71 sampleunits (5%) replying in the negative, implying that they do not deliberately

close the tap for their own reasonsand 217 household units (14%) returned a no

response.

The analysis indicates low level of awareness of the consequencesof the water

re-entering the system. The suggested public awareness programme. should also

include information on the consequencesof allowing water into the systemfrom the

user ends

To the queryon the stateof maintenanceof the overheadtanks. 299 sample

unIts (98% of the segmentsample)repliedthat their overheadtanks are adequately”

coveredand7 householdunits (2%)repliedin the negative.Theconnotation“adequate”

cover was generally loose with a wide band of differences The material used for

covering, rangedfrom woodenplanks. GI/AC sheets,tarpaulinsetc.

On the point of cleaningcycle of the overheadtanks, the data profile reveals.

21 sampleunits (7% of the segmentsample)indicating total ignoranceaboutthe need

for cleaningas well as the periodicity of cleaning 193 sampleunits (63%)were in the

frequency range of cleaningoncein 3 months. 56 units (18%) in the rangeof 3 to 6

months, 14 units (5%) in the rangeof 6 to 9 monthsand 22 units (7 %) in the range

of exceeding9 months

On the point of cleaningcycle of the ground level sumps. the data profile

reveals, 18 sample units (5% of the segmentsample)indicating total Ignoranceabout

the perlodicity of cleaning.236units (70%)were in the frequencyof oncein 3 months.

56 units (17%) In the range of 3 to 6 months, 10 units (3%) in the range of 6 to 9

monthsand 16 sampleunits (5%) In the rangeof exceeding9 months.

The combinedeffect of impropercovering,andcarelessnessto cleaning,could

prove counter to the Boards efforts towards prevention and control of pollution A

provision for staff mspectionand certification of its state of maintenancecould be

included in the rules and regulationof water supplyand sewerage
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With a view to assessthe consumerawarenessof the Boardsefforts against

pollution, the following data nodeswere included in the surveyschedule.

I) familiarity with chlorinesmell;

ll) frequencyof chlorination as detectedby consumer;and

lii) visibility of Boardsefforts pertainingto quality assurance.

To thequery on familiarity with chlorine smell. 1377 respondents (81% of the

total sample)replied in the affirmative implying positive familiarity, 281 respondents

(17%) replied In the negativeand 38 respondents(2%) remainednon committal by

returninga no response

On the point of frequency of chlorination as detectedby smell in the water

supply. 26 respondents(2% of the segmentsample)indicated that thechlorination is

felt frequently. 873 respondents (65%) indicated the felt chionnationcycle in the range

ofoccasionally,372 respondents(28%)indicatedthefelt chlonnatloncycle in therange

of rarely and 66 respondents(5%) remained noncommittal

On the point of visibility of Boardsefforts pertainingto quality assurance,14

respondents(1% of the total sample)repliedthat they “frequently” observethe boards

staff collecting watersamples.83 respondents(5%) indicatedtheir observationin the

rangeof occasionallyand 127 respondents(8%) said rarely, 1228 respondents(70%

)

replied that they neverobservedthe collection of samplesand204 respondents(12%)

remainednon committal.

The dominance of the category ‘never observed” is indicative of a need to

Improve of public awareness of an important function of theBoard. The designof the

suggestedpublic awarenessprogrammeshouldalsoaimat bringing the ongoingefforts

into public view
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10. SERVICE IMPROVEMENT EFFORTS

As a part of organlsational efforts on improving the servicestatusof water

supplyand sewerage.the Board had Initiated a number of schemes such as instant

sanctionin 1991.A fewdatanodeswereincludedin the surveyschedule,to assessthe

public awarenessof the schemes.(Ref. surveyscheduledata nodalnumbers51 to 53)

Of the total sampleof 1517 PPC categoryof consumers,1287 sample units

(84%)reportedto haveobtainedtheserviceconnectionprior to 1991 andthereforewere

notableto commenton theoperationaswell as the benefitsof the scheme. Only 96

units (6%) reportedto haveobtainedtheir serviceconnectionafter 1991 and were in

a position to commentasagainst143 householdunits (9%)who declinedto comment

by returninga no response.

The dimensionson which commentsweresoughtare presentedbelow.

I) lead time for receiving the service connection from the date of

application;

ii) procedural difficulties encountered; and

iii) views on removal of middlemen - plumbers.

On the point of leadtime for receivingthe serviceconnectionfrom the dateof

application, 6 sample units (6% of the post1991 segmentof thesample)indicatedthe

time range of less than 2 weeks. 19 units (20%) indicated it in the range of 2 to 4

weeks, 7 Units (7%) indicated it in the rangeof 4 to 6 weeks,26 units (27%) indicated

therangeofexceeding6weeksand38 householdunits(40%)remainednoncommittal.

To the query on proceduraldifficulties which normally charactenseIndian

Administration, 15 respondents(16%of the post 1991 segmentof the sample)replied

that the process of sanction wassmoothand therewas no needof any hasteners.15

respondents(16%)said that they hadto remind the concernedstaff3 to 4 times prior

to actualreleaseof the serviceconnection, 17 respondents(18%) indicated that they

had to remind morethan 4 time and 49 respondents(51%) returneda no response.

On the point of any need to bring ‘influence’ to bear on the staff. ~j

respondents(25% of the segmentsample)repliedin affirmative implying that they had

to wield ‘influence’. 29 respondents(30%) replied in the negativeimplying that there

was no needfor any influence and 43 respondents(45%) remainednon-committal
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On the point of the ‘medium’ of Influence, the data profile reveals 27

respondents(28% of segmentsample) in the category of direct ‘contact’ with the

concernedstaff, 18 respondents(19%)usedplumberasa mediumfor facilitating early

connectionand 51 respondents(53%) remained non committal (The data returns

IndIcate variations from the previous node on account of’no response’ segment in both

the nodes).

On the point of the Board’s Initiative at obviating the scope and role of

plumbers,27 respondents(28% of the segmentsample)indicatedthat they areaware

of the newinitiative, asagainst69 respondents(72%)who indicatedthat theywerenot

at all awareof the modification.

On the point of utility value of the modification 49 respondents(51% of the

segment sample) agreed on the beneficial nature of the initiative as against 47

respondents (49%) who said that the initiative in reality remains superficialonly. asthe

civil works pertaining to the service connection, canonly becarried out by plumbers.

As can be seen, the administrative reforms as initiated by the Boardareyet to make

an Impact on theconsumers.

To the querywhethertherewasany attempt on the part of the Board staffto

meetconsumersfor developingservice rapport.only 41 respondents(2% of the total

sample)havereplied in affirmative, implying that the Board staffhas met them at one

time or other to discussconsumerproblemsasagainst1615 respondents(98%)who

returnedanemphaticno. implying that such a meeting has nevertaken placein the

past.

Businessorganisationsneedto developcloseand cordial relations with their

clientele,moreso in caseof public utility serviceorganisatlonsServicemanagersneed

to develop contacts and rapport with the public to improvethepublic perspectiveofthe

servicethey render.The Boards imageon its public responsivenessand relationswith

consumersappearshighly deficient.

The profile of sampleresponsesto the queryon the stateof serviceabilityand

maintenancein of the water supply and sewerageservice, as observed by the

respondentsis presentedbelow

197 respondents(12% of the total sample)felt that the service in generalhas

improved relatively over the past one year. whereas37 respondents(2%) felt the
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CONSUMER MEETS TO DISCUSS PROBLEMS
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ImprovementhasoccurredIn water supplyonly asagainstthe 36 respondents(2%)

who felt the improvement has occurred in sewerageserviceonly. There were 1177

respondents(71% of the total sample)who felt no appreciableImprovement,and 136

respondents(8%) optedto remainnon-committalby returninga no response.

The water supplyand sewerage service in the city has undergonenumerous

innovatIve changes in the areas of augmentation,storage, distribution, billing.

accountingand personnel,etc. in recent times. The Board may be well advised to

accord wide publicity on the initiatives, as absenceof information on the nature

interventionseffected by the Board createsscopefor the public to presumelack of

managementability on the part of the Board or worsestill - indifference to the plight

of consumers

0
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11. CONCLUSIONS

1. The Government of Andhra Pradesh (GOAP) through the Hyderabad

Metropolitan Water Supply and Sewerage Act. 1989, constituted the Hyderabad

Metropolitan Water Supply and SewerageBoard (HMWSSB). The administrative

organisation of the Board is designedto subservethe state objectives, policies.

strategiesand plans for effecting improvementto the water supply and sanitation

servicesin the FlyderabadMetropolitan region.

TheHMWSSBhadformulatedacomprehensiveproject,with thefollowingmajor

objectives:

i) to provide health, economic efficiency and environmental benefits

through

a) anincreasein the quantityandan improvementin thereliability

of watersupply.

b) an improvement in both the capacity and the utthsation of

facilities for the collection, treatmentand disposed of waste

water; and

c) achieving a major reductionon the number of householdsnot

havingsafeexcretadisposalfacilities.

ii) to strengthenthe management.technicalandfinancial performanceof

sector institutions:

iii) ensuringthat the involuntarily displacedpopulation is affordedwith a

reasonableopportunity to improveor at leastmaintain their productive

baseandincomeearningcapacity.asmembersof a socially integrated

community having social. religious and physical infrastructure;and

iv) the preparationof future Urbanwater supply - sanitationproject.

The projectschemaIs arrayedinto 6 Components

1) HyderabadWater Supply and SanitationProject:

2) StrengtheningandRehabilitation of existing water supply system;

3) Strengthening andRehabilitation of existing seweragesystem;

4) Low Cost Sanitation;

5) Resettlement and Rehabilitation of Project Affected Persons of

Singur Dam; and

6) Institutional Strengthening
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Institutional Strengthening (Component-6). covers the following of the project

elements:

a) the servicesof the Dam ReviewPanelconstitutedaspart of the project

Implementation.

b) the services of independentsocial science researchinstitutions to

conduct independentmonitoring andevaluationof the fol1owing~

i) surveysand infrastructuremapping:

ii) studieson unaccountedfor water management;

Iii) studieson water distribution analysis.

iv) studies leading to preparation of future Urban Water

Supply/SanitationProjects.

v) diagnosticstudieson accountingandmanagementinformation

system, project planning and control systems.revenuebilling

and collection systems. matenals managementand stores

inventory systems;

vi) evaluationstudiesof the resettlementand rehabilitation

The presentstudyaddresses- thoughon a limited scale,a few of issuescited

in (lii) and (iv) of the major objective (b) The study seeksto service the objective by

developing a data basedscenanoon user perceptionson the levels and quality of

service delivery, state of maintenanceof the water distribution system. Revenue

administration,Sewerageservice.Pollution preventionandcontrol, the user - Board

Interfaceon grievancesetc

The HMWSSB as a first step towards the realisation of organisatlon goals

redesignedthe administrative organisation to emerge as a distinct public utility

undertaking. As a part of the efforts, the Board in collaboration with the sector

resourceInstitutions initiatedcomprehensiveanalysisof personnelcadres.positions.

job contents including the nomenclature thereof, job specifications and service

conditionsin totality. Thenew organisationdesignrelatingto positionclassificationjob

specificationsanddescriptionsandserviceconditionsIncludingemployeetraining and

career advancementare tuned to optimise efficiency and effectivenessin all the

functions and activities

The serviceof watersupplyin thecity of HyderabadbeinglocatedIn asemiarid

zone- is becomingincreasinglydifficult to manageand the rapid growth of population
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accompaniedwith the aberrationof unplanneddevelopmentwithin thecity aswell as

In the metropolitan region, hasonly acceleratedto the worseningof the situation.

Thestatusof beingthecapitalcity ofAndhra Pradesh,the utility servicetherein

attracts the critical attention of all the segmentsof the society - polity, business.

bureaucracyand the citizens in general The Boards technical and managerial

personneloften haveto perform the unenviable task of mollifying volatile groupsof

dissatisfiedconsumersand in the processspendgreatertime andefforts on resolving

an endlessseriesof crises situations Unmitigated dissatisfaction not only on the

quantity and quality of the service but also the wide disparity in the service levels

betweenvanous localities, appearsas the reason.prima-facie, for the overflowing

criticism against the Boardand its personnel

Evaluationof user perceptionbeing the objectiveof the study. attemptswere

madeto generateempirical data on all the aspectslatent or related to the demand

dimension, followed by data on the systemic responsesto the demand The study

sampleof 1656 householdsamountmgto 1% of the domesticcategoryof consumers

coveredall the servicedivisions. Over51 weightedattributes,were usedto generate

data on demanddeterminants, service delivery, consumer satisfaction, state of

OperationsandMaintenance.Quality Assuranceand Control. Pollution - Prevention

andControl. RevenueAdministration.Public RelationsandConsumer- Board interface

etc

DEMANDS DETERMINANTS

The studyrevealedgreatinconsistencybetweenthe actualdeten-mnantsof the

demandand systemic measuresfor estimating as well as meeting the same The

averagesize of the householdsincluded in the samplevaried between7 to 8 but the

actualnumberof householdsdependenton thesameservicedelivery point variedfrom

1 to 4 andthe incidenceof multiple householdconsumerunitsvariedfrom 30%to 68%

of the samplein eachdivision In summativeterms,the averagenumberof households

dependenton the sameservice delivery point works out to 2.2 and the actual user

population works out to 15 to 17 persons per point The intensive levels of user

populationper point is the primary causeof the acuteuserdissatisfactionagainstthe

service levels in currencyusersatisfaction
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The otherattributes likely to impingeon the level of satisfaction are:

I) timing and regularity of the supply;

ii) pressureandduration of the supply;

iii) quality of the water;

iv) accessthreshold to alternate sourcesof water;

v) metering, billing and collection of revenue;

vi) redressalof grievances; and

vii) the Board - Community interface.

i) TIMING AND REGULARITY OF ThE SUPPLY

Nearlyone-fifthof theuserpopulation getswaterbetween12 midnight to 4AM.

which simply means one out of every five consumerhouseholdsis deprivedof sleep

eitherwaiting for or collecting the day’ssupplyof water.The Board thus, becomesthe

natural target for venting the resentment,thoughthe supply timing may actually be

the result of the deliberateefforts on its part to provide increasedquantity of water.

II) PRESSUREAND DURATION OF SUPPLY

The level disparity on the factor of duration of supply is found high not only

betweenvarious localities, but also within the samelocality. Duration is subjectto a

wide bandof systemicfeaturesaswell asthe practicesat userends-often notvisible.

Short duration perse may not be the sole reason for the user dissatisfaction.The

apparentlackof technicalcontrolover the systemand its inability to preventthe abuse

of the system by a self centered few, combine to stoke it to volatile levels The

stipulated norm on locating the “ferrule for effecting service connection is often

violated, to provide adhocrelief to the most adverselyaffected initially, gets extended

to others gradually. thereby accentuatingthe drop in the supply pressureat the

subsequentdelivery point. In fact it was found that the use of “ferrule is more an

exceptionrather than a practice to be compliedwith in general

iii) QUALITY

The Board has earned a very good imageon theaspectof the quality assurance.

However, there are a few locahtiesendemicto pollution - not alwayson accountof any

deficiency in the system but contributed by the users themselvessuch as the

persistenceto usefile expiredpipes.improperlycoveredand unhygienicwaterstorage
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lv) ACCESS THRESHOLD TO ALTERNATE SOURCESOF WATER

The incidenceof multiplesourcesusersvariedfrom 29% to 6% andthecategory

of usersdependentspecifically on ground water,variedfrom 17% to 7%. The range is

indicative of good supply of undergroundwater,which could be exploited to augment

the systemcapacity,at leastto the extentof the respectivelocalities.

v) METERING, BILLING AND COLLECTION OF REVENUE

Here again,therearewide variationsin the cyclesof meterrecording.ranging

from oncea monthto total randomness,which extendedto the serviceof bills also.The

user - staff interface on metering, recording and billing, constitutesa nei~ulasarea.

which ments immediate attention of the Board The unaccountedleakagedue to

Inconsistencyin thecyclesof metering, recordingandbilling. canbe asmuch as 10%

of thegross revenueof the Board.

vi) REDRESSALOF CONSUMER GRIEVANCES

A good percentageof consumersfind it difficult to getprompt redressalof their

grievanceson all the facetsof water supply, sewerageservice. metenng,billing and

revenuecollection.Redressalis at timesdeliberatelydelayedfor reasonsnotclear The

state of serviceability of water meter is nearerwith great potential for graft. The

meteringstaffdoesnot find it necessaryto inform the userpublic in advanceon their

visits or the natureof defect in the meter found dunng the visit The meter repair

service over which the unorganisedprivate sector has a total hold, fleeces the

consumers Similarly personnelnegligenceof the needfor advanceinformation on

service interruptions for carrying out maintenanceas well as making alternate

arrangements,wasdiscerniblein almostall the localities.

vU) ThE BOARD - COMMUNITYINTERFACE

Proactivepublic vigilanceon the stateof maintenanceand serviceabilitywas

conspicuousby absenceThe public on account of their per-conceivednotionsabout

the staff indifference to grievance, do not feel it necessaryto communicateon the

Incidentssuchasleakages.chockages.theft/collapseofmanholesor covers,tapheads,

graft etc The field staff on its part, has developeda generalbias of over exaggeration

on consumergrievancesThishascreateda chasmbetweenthe field staffandthe user

community The level alienation betweenconsumersand field staff was certainly
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disturbing. A goodshareof responsibilityfor thesituation can be attributedto paucity

of organisatlonalefforts on consumereducation.The Impersonaland bureaucratic

approachon the part of staff, needsto be replacedwith a consumer- friendly and

problemsolvingapproach.

A wide variety of limitation imposedby Inadequatesourcesof water, the

systemic under capacity to meet the rapidly growing demand, its vulnerability to

frequent failures on accountof ageandpower fluctuations, the userattitudesborne

of anxiety conditioned by a scarcity syndrome.high expectationson the levels and

quality of service, low thresholdsof capacity as well as inclinations to pay for the

service,are found to be addingto thecomplexityof the problemsasagainstwhich, the

managerialability to conceivetheentiregamutofoperationsin a holistic” manneralso

seemedto be lacking.

The study has shownthat the consumersatisfactionis not as inanimateasIs

perceivedby the staff nor is entirely dependenton sheerscalesof water quantity or

quality. It canbe nurturedby astanceof proactiveservicesensitivity on thepart of the

Board’sstaff, especially,the Operation& Maintenancesegmentwhichoccupiesthefirst

point of contactbetweenthe Board and the usercommunity

Resourceaugmentationand technologyup-gradation.may positively improve

the systemiccapacity to meetthe demand.But employeeretraining in variousareas

of operation& Maintenance,ProjectPlanningandControl. ProblemanalysisandAction

planning,Managementof personnelandother resourcesandPublic relationswill lead

to a quantum improvementin the user - Board interface

Theongoingeffortsat reorganlsmgandstreamliningtheactivities andprocesses

are aimedat addressinga few of the issuesbrought out in the study
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WATER SUPPLY AND SEWERAGE SYSTEM IN RYDERABAD - LEVEL AND QUALITY OF SERVICE:

A STUDY OF USER PERCEPTIONS Annexure-I (18 Pages)
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v) ANY OTHER 1 0.49% 4% 1 0 42% 4% 1 0 37% 4% 4 1.08% 15% 9 1 78% 35% 2 0 97% 8% 6 2 54% 31% 26 1.23%

IVTAL 205 100% 10% 240 100% 11% 269 100% 13% 372 100% 16% 505 100% 24% 206 100% 10% 315 100% 136 2112 100%

8PJLTIPIZ SOURCES 30 24% 11% 25 10% 6% 52 19% 12% 86 23% 19% 128 25% 29% 33 16% 7% 72 23% 16% 446 21%

N 155 76% 9% 205 05% 12% 217 81% 13% 286 77% 17% 377 75% 23% 173 04% 10% 243 77% 15% 1656 76%

BuNCO 106 1Q10 HA~/! YOU HAD QOl WATER CGINECTIGI 7 )P~GILT)

i) <hEAR 6 4% 7% 9 5% 10% 14 7% 16% 16 6% 16% 16 5% 10% 7 4% 0% 19 0% 22% 07 6%
ii) 2—S YEARS 10 7% 5% 27 14% 13% 43 21% 21% 20 8% 10% 38 11% 19% 26 17% 13% 40 17% 20% 204 13%
ii)) 6—10 YEARS 16 11% 7% 32 16% 14% 35 17% 15% 22 9% 10% 61 18% 27% 40 26% 10% 21 9% 9% 227 15%
iv) >10 YEARS 108 76% 11% 124 63% 13% 105 52% 11% 195 77% 21% 187 56% 20% 01 52% 9% 151 65% 16% 951 63%
v) NONEOPPISE 2 1% 4% 6 3% 13% 5 2% 10% 0 0% 0% 32 10% 67% 2 1% 4% 1 0% 2% 40 3%

TOTAL 142 100% 9% 198 100% 13% 202 100% 13% 253 100% 17% 334 100% 22% 156 100% 10% 232 100% 15% 1517 100%
ROPENECE 6051040! #7 1

WHAT IS THE DISTANCE 5194EV) YOUR 80756 CGfl)ECflQ) )PPC) ANt) THE 0 1

I) S J4TNS 16 11% 4% 73 37% 16% 67 33% 15% 64 33% 19% 101 30% 23% 35 22% 8% 69 30% 16% 445 29%
ii) 6—10 36 25% 10% 36 18% 10% 59 29% 16% 72 28% 20% 68 26% 24% 36 23% 10% 36 16% 10% 363 24%
iii) 11—15 41 29% 10% 43 22% 19% 26 13% 12% 35 14% 16% 34 10% 15% 16 10% 7% 27 12% 12% 322 15%
iv) 16—20 26 10% 20% 11 6% 8% 20 10% 15% 18 7% 14% 24 7% 18% 13 8% 10% 16 6% 14% 130 9%
v) 20—30 13 9% 5% 26 13% 9% 21 10% 7% 28 11% 10% 71 21% 25% 49 31% 17% 75 32% 27% 203 19%
vi) NORESPP’SE 10 7% 14% 9 5% 12% 9 4% 12% 16 6% 22% 16 5% 22% 7 4% 9% 7 3% 9% 74 5%

TOTAL 142 100% 9% 190 100% 13% 202 100% 13% 253 100% 17% 334 100% 22% 156 100% 10% 232 100% 15% 1517 100%
ROPER RESPGISE 0 7 1
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Annexu.re—I

~8.No. VASIABItDIVISIQI I IV %R 00 IV IN 200 IV IN IV IV IN V IV IN VI IV IN VII %V 131 70332. IV

1 2 3 4 5 6 7 5 9 10 11 12 13 14 15 16 17 15 19 20 21 22 23 24 25

io ma ~ SEO1N1NO THE WATER SUPPLY04 YCXIR LOCAlITY?

II I2WII)410H 4AM 84 35% 18% 31 25%
II) 4-TAM 60 32% 10% 55 25%
34)7.20334 2 2% 1% 50 24%

N) 10-1594 0 0% 0% 28 12%
‘I 2.4594 4 3% 3% 6 4%
‘1147PM 9 8% 11% 8 3%
vi)? 10PM 2 1% 3% 28 8%
vW)NOSPECIPICI7MTN I 1% 5% II 5%
WINORE3PC3V3E 3 2% 50% 0 0%

8%
7%

28%
28%
20%

7%
23%
35%

0%

44
49
44
17
23
20
18
II

I

20%
23%
20%
6%
7%
9%
7%
5%
0%

15%
8%

25%
19%
19%
24%
23%
35%

7%

98
88
24
IS
3)
25

7
0
0

34%
30%
8%
3%

22%
9%
2%
0%
0%

25%
11%
13%
17%
42%
30%
10%
0%
0%

85
222
30
29
12
21
6
0
I

18%
59%
8%
5%
3%
6%
2%
0%
0%

29%
29%
17%
21%
15%

25%
9%
0%

17%

IS
84
28
IS

I
3

22
6
I

5%
49%
28%
8%
2%
2%

13%
5%
1%

4%
11%
25%
25%

1%
4%

32%
28%
17%

58
199

0
0
8
0
0
0
0

15%
52%

0%
0%
3%
0%
0%
0%
0%

11%
28%

0%
0%
5%
0%
0%
0%
0%

542
775

176
59
79
54
59
31
6

20%
0%
11%
5%
5%
3%
4%
2%
0%

TOTAL 155 200% 9% 208 100% 12% 227 100% 13% 268 100% 17% 377 200% 23% 173 100% 10% 243 200% 15% 1568 100%

10.1 WHAT ISTHE SUPPLYDURATION?

I),I14r 3 2% 2% 14 7%
II) 1-214-v 68 43% 8% 148 72%
lS)7-Sltrs 48 31% 13% 2! 10%
Iv) vS It, 88 23% 12% ID 9%
v) 24Hn)ROt!ND fl-I 2 2% 16% 3 1%

a~xi
TOTAL 66 100% 9% 205 I0O%

11%
I7%
8%
7%

23%

12%

9
120
50
34

4

217

4%
55%
33%
18%
2%

100%

7%
14%
13%
12%
31%

13%

3
lOS
34
98

0

288

1%
38%
29%
34%

0%

102%

2%
7%

22%
33%
0%

17%

93
135
81
57
0

377

25%
38%
21%
16%
0%

100%

72%
15%
22%
23%

0%

23%

6
102
40
24
2

173

3%
59%
73%
14%

2%

100%

4%
I2%
11%
8%
15%

10%

2
174

51
14
2

243

1%
72%
21%
6%
1%

03%

2%
20%
14%
6%

16%

15%

129
849
376
200

IS

1855

5%
82%
23%
15%

1%

II WHAT IS ISlE REOIII.ARITY C?WATER SUPPLYIN YOUR AREA?

I) RZOULARITYMAJN 121 76% 11% 5.9 75%
I) Ii4ANOINOOCCASI 26 15% 5% 37 8%
m)QIANOINOFREQU 7 6% 3% IS 7%
N)NORE3POI04E 2 1% 11% 0 0%

14%
12%
8%
0%

148
39
27

3

86%
28%
12%

1%

14%
13%
11%
17%

161
48
49
IQ

57%
6%

17%
3%

17%
15%
21%
58%

238
88
73
0

63%
15%
19%

22%
21%
31%

102
43
27

I

59%
23%
16%

1%

9%
14%
11%

5%

249
6-4
38

2

81%
22%
26%

1%

14%
27%
28%
11%

2000
610
235

IS

58%
19%
14%
2%

TOTAL 156 10091 9% 205 200% 12% 227 00% 13% 288 100% 17% 377 200% 23% 73 200% 20% 243 200% 15% 585 200%

12 IS ISlE WATER YOU RECEIVEADEQUA1t? flnehr.5i45SFu.e3

I) 9%5 52 40% 7% 97 47%

8)NO 93 60% 22% lOS 63%

11%
14%

lIe
203

53%
47%

13%
13%

237
149

48%
82%

8%
19%

263
224

41%

59%

18%
28%

125
48

72%
28%

16%
8%

170
78

70%
30%

20%
9%

568
755

85%
46%

TOTAL 156 200% 9% 208 100% 12% 217 200% 13% 288 I03% 17% 377 100% 23% 173 200% 20% 243 200% 26% 1538 200%

22.01 HOW MUCH WATER DO YOU APPRO20MA1tLYGETPER DAlI

I) 5IJCICETS200rLCI 39 25% 26% 48 22%
11.15 6 6% 10% I 0%
1820 5 2% 8% 0 0%

.20 I 2% 4% 0 0%

III 0R13945)BARRELS
6011r. .10 97 83% 10% 124 60%

IllS
.15

.10 2 1% 6% 4 2%
Ills

.15

N) p~pS3POP04E 8 3% 5% 30 15%

17%
2%
0%
0%

12%

10%

18%

22
10

7
0

ISO

I
1

25

10%
6%
5%
0%

69%

0%
0%

22%

5%
13%
24%
0%

18%

3%
13%

18%

43
17
7
4

189
I

8
I
I

40

17%
5%
2%
1%

58%
0%

3%
0%
0%

14%

16%
21%
14%
17%

18%
20%

20%
13%
3.9%
24%

73
28
12
5

218
I
3

23
5

2
I

19%
7%
3%
2%

58%
0%
1%

7%
2%
1%

0%

27%
35%
24%
33%

22%
20%
75%

83%
76%
87%

1%

17
8

10
3

lOS

I

0
0
0

25

10%

6%
6%
2%

82%
0%

1%

0%
0%
0%

15%

8%
10%
30%
13%

11%
0%

23%

0%
0%
0%

15%

23
5

10
5

155
3

0
0
0

38

9%
3%
4%
3%

84%
2%

0%
0%
0%

25%

9%
20%
20%
33%

16%
80%

0%
0%
0%

22%

286
50
49
24

lOll
6
4

40
6
3

184

18%
3%
6%
2%

81%
0%
0%

2%
0%
0%

20%

TOTAL 155 100% 9% 205 00% 22% 217 200% 13% 258 103% 17% 377 00% 23% 173 100% 20% 243 100% 15% 1868 100%
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Arinexure—!
~.No. VsnAzLmoTwszaq I IV IN II IV IN III IV IN TV %V IN V IV IS VI IV IN VII IV IN ~L IV

1 2 3 4 5 6 7 6 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25

1202 W NOT AVE9UA1S.WHAT ADE 1165UMON60 (lsølndlng 5%?øni

IS ARE YOU 5AlIflD Wfl14 1165 glAzEr? ~ WAnt SUPPLIROI flnSadIng5%?

125 83% 10% 766 61% 13% 765 78% 14% 202 77% 76% 250

26 77% 6% 38 76% 70% 48 22% 12% 84 28% 20% 727

TOTAL 166 700% 8% 205 100% 12% 217 100% 73% 286 700% 17% 377 100% 23% 773

1301 W NOWHATARE 110 flASONSI

I) CU.OU~WAft 6 72% 5% 7

Ill TOUR ~LL 73 26% 6% 73
I 2% 2% 4

si flZ flRa 0? P0551W!
XAVIER S 10% 0% 5

v7 5IURETWAflR 25 50% 6% 45

TOTAL SO 100% 6% 74
MULTWLS RESPONSES 24 48% 6% 35
BARR’ R.t~mp~ ‘15.8 26 52% 6% 38

74 HAVE YOU EVER MADE A COMPLA25TARCS??TOUR PROBLEM?

I) 8501106OVPR./TL0.81T 74 52% 5% 27
HI POoRERanase 70 37% 11% g
HIIAIITO1165R 3 11% 6% 3
SI NO fl6P0666 0 0% 0% 7

TOTAL 27 700% 6% 40
~LTWLE 55006555 2 7% 2% 70
N~~’R~nsp~a414.1 25 90% 5% 30

14 02 WHAT WAS 7165 ME11SOU0?CORELAIRT7

I) DIRECT~a.6L/flIR~WRTR 28 100% 6% 34
II) NONZSPON 0 0% 0% 0

TOTAL 28 700% 6% 34
MuvIrtt nSPOB5RS 5 11% 6% 4
RA5EiR~ pa 014.7 28 89% 5% 30

68% 10% 30 59% 11% 60
23% 70% 72 24% 73% IS
6% 6% 7 74% 78% N

3% 7% 2 4% 73% 3

700% 9% 57 700% 72% 56 700% 20% 736 700% 33% 42
25% 77% 70 20% 11% 24 25% 26% 20 75% 22% 77
75% 9% 47 60% 72% 62 72% 70% 116 85~ 35% 25

700% 9% 43 100% 72% 68 97% 18% lID 08% 33% 35
0% 0% 0 0% 0% 2 3% 40% 2 2% 40% I

700% 9% 43 700% 72% 77 700% 79% 121 700% 33% 349
72% 11% 2 5% 6% 0 73% 25% 6 4% 74% II
58% 9% 47 05% 72% 62 67% 19% 116 96% 35% 25

a

II LOB ma

U) DURATION NIORT
IIflLEAR.AUR
SI ILLEGAL 0660?p0205
,) TOO MART TOSNARE

TOTAL
RAflt~ n.p~ 412 II
—~n~s

‘Ins
H) NO

33 35% 7% 46 36% 0% 07 66% 20% 704 52% 21% 121 46% 24% 53
43 45% 74% 20 75% 7% 52 22% 70% 53 26% 17% 702 38% 33% 23

I 1% 74% 0 0% 0% I 7% 74% I 0% 74% I 0% 74% 0
70 11% 25% 4 3% 10% 3 2% 8% 76 8% 40% I 0% 3% 0

7 5% 4% 55 45% 37% 75 10% 8% 27 13% 14% 38 74% 20% 72

03 700% 0% 728 100% 72% 146 700% 74% 201 700% 70% 263 100% 25% 58
03 700% 12% lOS 84% 74% lOS 70% 13% 140 74% 70% 224 85% 25% 48

20 76% 8% 45 30% 70% 52 26% 22% 30 15% 78% 40

66% 20% 740
34% 37% 33

I) YES
77) NO

TOTAL
SAna.~No ~~flO #78.17

14.01 WTE8TOWHON?

25 56% 9% 30

I 4% 7% 0

26 100% 6% 30

80% 77% 43 37% 0%
26% 5% 33 26% 11%
0% 0% 3 3% 43%
0% 0% 6 5% 75%

14% 6% 37 27% 16%

700% 8% 116 700% 11%
50% 6% 73 63% 0%
48% 17% 43 30% 18%

87% 17% 100 75% 75%
10% 8% 63 28% 23%

700% 70% 243 100% 15%

74% 8% 77 74% 73%
24% 12% 73 11% 5%
73% 10% 22 78% 42%

70% 15% 5 4% 9%
38% 7% 63 53% 15%

700% 70% 120 700% 15%
58% 11% 67 56% 76%
42% 5% 63 4.4% 73%

76% 5% 32 60% 70%
24% 10% 27 40% 37%

0% 5% IS 70% 74% 26 15% 20% 47 27% 38% II
15% 5% 24 25% 76% 48 27% 28% 33 74% 20% 70
6% 8% 3 3% 6% 4 2% 5% 8 3% 15% 70

7% 0% 2 2% 4% ii 6% 20% 70 5% 35% 6
61% 11% 50 52% 72% 84 40% 20% 722 53% 20% 30

700% 9% 07 100% 12% 171 700% 27% 220 100% 28% 75

47% 0% 40 51% 12% 57 67% 22% 102 45% 25% 43
53% 10% 45 48% 12% 54 40% 20% 727 65% 37% 33

77% 0% 47 65% 72% 62 74% 78% 116 07% 35% 25

23% 71% 7 76% 0% 22 26% 28% ii 0% 14% 5

700% 70% 4R 700% 72% 54 700% 20% 727 700% 31% 33

467 48%
n

7 7%
40 4%

15$ 75%

7057 100%
755 77%
250 28%

7245 76%
470 25%

I~ 100%

789 76%
161 20%
52 6%

66 7%
479 51%

889 700%
405
410

587 87%

7• 79%

700% 5% 53 700% 13% 470 700%

70% 22% 55 63% 32% 27 64% 10% 28 62% 70% 269 68%
77% 76% 33 24% 35% 9 21% 70% 5 22% 5% 68 22%
9% 77% 77 73% 36% 5 72% 11% 4 70% 9% 47 17%
0% 20% I 7% 7% I 2% 7% 7 77% 47% IS 4%

100% 10% 42 700% 10%
40% 78% 70 24% 11%
60% 8% 32 76% 70%

97% 70% 34 700% 0%
8% 20% 0 0% 0%

700% 70% 34 700% 9%
31% 37% 2 6% 6%
59% 6% 32 94% 70%
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434 700%
96 25%

387 78%

362 55%
5 7%

867 700%
96 70%

897 00%
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Annexure—I
IR.No. VRMA3IZ\DIVI5IQI I IV IN TI IV IN III IV IN IV IV IN V IV IN VI IV IN VII. IV IN 3~L IV

2 3 4 5 6 7 8 9 10 11 17 13 14 13 16 17 18 19 20 21 22 23 24 25

IS WAS110 PROBLEM SOLVED?

I) YE5.T~.0IILY 3 72% 6% 3 10% 6% 8 20% 18% 7 11% 73% 25 14% 30% IS 82% 24% 4 19% 7% 84 85%
H) TE5.~AnrTLT 0 0% 0% II 37% 19% 10 24% 14% 5 13% 11% 27 78% 30% 7 28% 10% 74 44% 30% 77 21%
HI) NOT SOLVED 22 88% 11% II 83% 8% 23 66% 11% 47 76% 23% 70 68% 38% 5 20% 2% 14 44% 7% 206 59%

TOTAL 26 100% 8% 30 100% 0% 41 700% 12% 62 100% 10% 116 700% 38% 25 00% 5% 25 100% 20% 83! 100%
RAREiR~rapons.0141

1601 ATWHAT LEVEL 130c~LADrT WAS PRORETLYATTENDED?

I) SEC.Oflt/P01.D.8TA57 2 66.67% 3% 10 71 43% 14% 12 06.87% 17% IS 100 00% 21% 20 54.05% 28% 4 20.00% 6% 7 38.80% 10% 70 86.0011
H) ~O.E/fl/COB 0 0% 0% 0 0% 0% 0 0% 0% 0 0% 0% 0 0% 0% 0 0% 0% 3 27% 200% 8 2%
IIflSUD.DIVR./DE/DUR 0 0% 0% 0 0% 0% I 6% 13% 0 0% 0% 5 14% 63% 0 0% 0% 2 11% 25% 8 6%
5) DIVTSOB/ES/GM 0 0% 0% 0 0% 0% 0 0% 0% 0 0% 0% I 8% 0% 70 50% 101% 0 0% 0% II 9%
‘1 NORE50ORSR I 3333% 3% 4 28S7% 72% 5 2778% 16% 0 000% 0% II 2873% 33% 6 30.00% 16% 6 33.33% 26% 33 26.4016

TOTAL 3 100% 2% 14 700% 11% IS 1(0% 14% IS 700% 12% 37 100% 30% 20 100% 76% IS 100% 14% 728 100%
RAfl~~ronpwla0150.77)

IS HOW MUCH 1155WAS TAA6R FORSOLVING 130 PROBLEM?

I 3333% 7% I 714% 7% 2 11.11% 13% 5 1117% 153% I 2.70% 7% 2 70.00% 13% 3 7667% 20% IS 12.00%
0 0% 0% I 7% 3% 6 33% 78% 2 13% 8% 12 32% 31% 12 60% 31% 6 33% 73% 38 31%
0 0% 0% 4 20% 10% 3 17% 14% 3 20% 14% I 16% 29% 2 70% 10% 3 27% 14% 21 17%
2 6667% 4% 5 57 14% 16% 7 28.50% 14% 6 SI 33% 10% 70 48.63% 36% 4 20 00% 8% 6 3333% 12% 80 40.0011

3 100% 2% 14 100% 11% IS 100% 24% IS 100% 12% 37 100% 30% 20 700% 16% IS 700% 14% 128 10011

I) ROBE I 30% 1% 6 40% 9% :4 98% 21% 12 48% 15% IS 33% 27% 7 28% 10% 0 30% 13% 67 89%
U) 100MA.RYRECZSS 2 40% 4% 3 20% 6% 6 29% 12% 9 24% 12% )6 30% 33% 5 20% 70% II 37% 22% 40 2S%
HI)OSTICRREROTACORSSIRL 2 40% 7% I 7% 4% 3 73% 11% 6 20% 19% 8 15% 30% 7 28% 26% I 3% 4% 27 15%
5) ANYO7HER 0 0% 0% 8 33% 14% I 4% 3% 2 6% 6% 12 22% 34% 6 24% 17% 0 30% 26% 38 20%

TOTAL 8 700% 3% IS 100% 8% 24 1137% 13% 2! 100% 14% 64 700% 30% 26 70011 14% 30 100% 17% 178 800%
MOLTIPLSREOONNRS 2 40% 4% I 7% 2% 6 23% 11% 10 40% 0% Il 31% 32% 6 20% 0% 12 40% 23% 53 90%
RARRRatrp0000IlSOl 3 60% 2% 14 93% 11% I! 76% 74% :6 80% :2% 37 68% 30% 20 90% 26% II 60% 14% 12$ 70%

I) SAME DAY
II) 5~5~fl
HI) S-SDAYS
SI .6DAYS

TOTAL
SA8EzR~onpone618.01)71

17 WHATWERE110 D~flCIJL1U5IN GETTINGIT SOLVED?
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Annexure—X
~.$o. vAanmx(DwxBxcsI I iv iii xx iv iN Ill i*t in rv iv in v iv in vi iv is viz iv is yoaL 87

2 3 4 3 6 7 8 9 10 11 12 13 14 11 16 17 18 19 20 21 22 23 21 23

TOTAL IC
BA3tiRrfrrrrspaiw flop

29 DO YOU 1060W53017172WLEVY OF~WERA0E O4AROES?PVCONLY

22 YES 43 80% 20% 66 34% 25% 47 23% 12% 60 52% 19% 93 21% 22% 33 21% 8% 54 23% 13% 428 28%
5(240 68 99% 8% 129 64% 23% 14$ 72% 14% 195 62% 29% 222 98% 22% 206 68% 11% 299 73% 27% 1008 89%
mr4OflS?O?~E 14 20% 25% 4 2% 4% 10 5% 11% (8 7% 20% ID 6% 21% 17 22% 29% 9 4% 20% DI 0%

TOTAL IC 200% 9% 298 200% 23% 202 200% 23% 253 200% 17% 534 200% 22% 156 200% 20% 232 200% 28% III? 200%
SASEMtfrT napapw 97th

20 WHAT 23TIe P56100107?OF YOURWATER BILLS? PVCONLY

I) .RsI00 0 0% 0% 8 3% 7% 14 7% 29% 23 9% 25% IS 5% 20% 5 5% 0% 24 10% 27% 00 6%
8) RtIOI 200 69 49% 20% 113 37% 28% 03 47% (7% (27 48% 26% 266 80% 23% 56 38% 8% 96 42% 23% 72) 47%
51(Rs201300 IS 11% 9% 14 7% 9% 26 8% 20% 24 0% 25% 40 23% 25% 21 23% 28% II 13% 29% 18) 11%
I,1Ra301400 2 2% 4% 4 2% 8% 20 5% 29% 8 2% 22% (5 4% 29% 5 2% 8% 22 6% 23% 92 3%
,,Ru.401800 I 2% 8% 0 0% 0% 1 2% 27% 2 2% 22% 0 0% 0% 7 4% 39% 8 2% 28% 28 2%
‘ii ,Rs500 0 0% 0% I 2% 2% II 9% 23% 6 3% 6% 83 25% 60% II 8% 9% IS 6% 22% 296 0%

nIINORESPONW 85 89% 26% 60 30% 27% 48 23% 13% 73 29% 22% 22 4% 3% 52 33% 28% 50 22% 14% 317 23%

TOTAL IC 200% 9% 299 100% 13% 202 110% (3% 233 100% 27% 334 (00% 22% 286 100% 20% 232 200% 25% 2817 100%
9A3EtRt8T rrqa~w9702

22 02 WAS WEREANY UNEIOECItO INONEA3%IN flW 502.A1.couPtflPVCONLY

I) YES 70 49% 9% 114 56% 25% 99 49% 23% (27 50% 27% 29-4 49% 22% 83
oP NO 80 42% 10% 67 34% 22% 62 40% (3% 89 35% 14% 152 45% 24% 63
mpN0RESPCt4~ 22 8% 9% 17 9% 23% 22 21% 17% 37 25% 25% 25 5% 24% 20

TotAl. IC 200% 9% (08 200% 13% 202 200% 13% 213 200% 17% 334 100% 22% 258
5A3E~ReftrrcspaI flop

22 HAVE YOU AT ANY TIME FOUNOERRORS(DISCREPANCIESIN THE NLLI PVC ONLY

I) YES 8 4% 4% 7 4% 8% 20 (0% 27% 20 6% (7% 36 12% 30% (3 8% 22% 20 9% 27% 222 6%
II) NO 78 58% 9% 125 55% 24% 222 55% 24% (38 54% 27% 290 87% 23% 66 53% 20% 206 46% 25% 383 64%
%

2p~0RESPOfaE 59 42% 20% 78 36% 13% 70 35% (3% 97 38% 27% 10$ 12% (9% 87 57% 20% 206 46% 28% 675 86%

T0flAI IC 200% 9% 298 200% 23% 202 100% 23% 253 200% 27% 334 200% 22% (56 200% 10% 233 100% (8% 1517 100%
BASEiRV#t rV61fl1 97)1)

121

lIVES
82 240
si NO RESPO1CE

28 DO YOU 1090W72W PRA8%NTWATER RATE? PVC ONLY

42 30% 20% 62 32% 25% 40 20% (0% 72 28% 27% 107 32% 28% 10
89 01% 0% 133 67% 13% 247 73% 25% 263 64% 26% 213 94% 22% (09
24 20% 15% 4 2% 4% IS 7% (6% Ii 7% 19% 14 4% 15% 27

200% 9% 196 (00% 23% 202 (07% 13% 253 200% 27% 334 100% 22% 158

19% 7% 65 22% 15% 423 27%
70% 11% (56 68% 28% 1008 87%
11% 18% 11 5% 22% 93 6%

200% 10% 232 200% 25% 1617 200%

l)MC86TIO.Y 0 0% 0% 0 0% 0% 2 2% 100% 0 0% 0% 0 0% 0% 0
0) AL1tRNATEMONTI9 63 44% 11% 55 43% 28% 9) 45% 15% 88 35% 15% 140 42% 24% 42
III3MONTHS 34 24% 6% 84 42% 24% 75 36% (3% 84 37% 16% ISO 36% 22% 79
l.p)1240NTh1 14 10% 22% 20 5% 8% 24 7% (2% 20 6% 27% 26 6% 22% 22
N NOTREOLJLAR2ERRAflC 25 11% 27% 20 5% 22% II 6% 12% 33 (3% 37% 4 1% 4% 5
npNORESPOIGE Il 22% 23% 9 5% 7% 8 4% 5% II 7% 14% 34 20% 21% *7

TOTAL IC 100% 9% (96 (00% 23% 202 200% 23% 333 200% 27% 334 100% 22% 158
EMERtIet napais 17)1)

22 WHAt WAS THE AM(YJNTOF LAST BILLY PVC ONLY

0% 0% 0 0% 0% 2 0%
37% 7% 70 30% 22% 278 58%
81% 23% 203 44% 17% 600 40%
8% 20% 23 ION 29% 229 8%
4% 7% II 8% 12% 00 6%

11% 23% 23 11% 20% 12$ 8%

100% 10% 232 200% 15% 1817 200%

53% 11% 100 43% 11% 737 80%
40% 20% 226 50% 28% 458 41%

6% 8% 26 7% 22% 289 9%

200% 10% 232 200% 28% 2827 200%
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Annexure—!
08.80. v8515825\Dtvisxa z iv in xx iv in xxx iv in xv iv in v iv in vi iv is viz iv is ~3. iv

2 3 4 3 6 7 8 9 10 11 12 13 14 13 16 11 18 18 20 21 22 23 24 23
22 02 WHATWERE12W DWFICVLTIESIN ~00Li’II10 ne EREOftS7PVC ONLY

I) NONE 2 40% 8% I 10% 3% 9 32% 24% 0 0% 0% IS 29% 32% 5 29% 13% 9 42% 24% 88 28%
SI ND1FV~tTOlVEfl 2 40% 4% 3 30% 6% 7 25% 13% 12 46% 23% 1$ 39% 30% 5 29% 9% 9 41% 17% 64 86%
tI 1mW O~69Ui2020

PRO~URE3 0 0% 0% 2 20% 8% 7 25% 27% 5 20% 19% 4 10% 25% 6 18% 23% 2 9% 8% 26 00%
IVJANYOTPIER I 20% 3% 4 40% 13% 5 8% 22% 8 32% 27% 9 22% 10% I 6% 8% 2 9% 7% 30 20%

TOTAL 5 100% 3% 10 100% 7% 26 100% 20% 55 100% I71( 42 100% 58% 27 100% 11% 22 100% I5% 148 100%
M1.ILTIPLE RESVONZS 0 0% 0% 3 30% 11% 8 59% 30% 5 20% 19% 5 22% Ifl 4 24% 18% 2 9% 7% 37 18%
5A5EIRefrreV~1a.~10311) 5 100% 4% 7 70% 6% 20 71% *7% 20 60% 17% 36 88% 30% IS 78% 11% 20 91% 17% 121 82%

24 HAVE YOU EVERPOUND ANY OFTHE FOLLOWING R824A553IN YOURBOLT PVCONLY

II MIN04IJM 6 40% 8% IS 75% 13% 2 9% 2% IS 71% 10% 53 69% 87% SI 72% 22% IS 32% 11% 143 88%
5)H01JRELOCRED 0 0% 0% 0 0% 0% I 4% 20% 0 0% 0% I 2% 20% 2 5% 40% I 2% 20% 5 2%
I5(MEItRMOTWORRIN0 12 60% 11% 6 25% 5% 20 87% 18% 6 29% 5% 23 30% 22% 10 53% 9% 33 60% 30% 110 43%

TOTAL 20 (00% 8% 24 200% 9% 23 100% 9% 22 100% 8% 77 100% 30% 43 100% 17% 50 100% 19% 588 200%
BASEERV*rrrqla.efl)2) IC 7(0% 9% 108 523% 13% 202 878% 13% 253 1305% 17% 334 434% 22% 56 363% 10% 232 464% 15% 1817 836%

D(ffaeneebe(ren the
5w,dtheTotAl.Is
ththSUVeWn0rV%~ 122 610% 20% 174 728% 14% 170 776% 14% 532 1106% 18% 587 834% 20% III 263% 9% 182 384% 14% 1230 488%

24 02 240W OTTERoas YOURWATER METERBECOME FAULTY?

II FREQJEPITLY 0
0) 00_ASONALLY I
SINORESPOPWE B

55% 10% 2 33% 7% 5 28% 7% 8 100% 20% 4 17% 13% 3 30% 0% 7 51% 23% 80 27%
0% 0% 1 90% 7% 8 40% 5% 0 0% 0% 9 39% 21% 7 70% 17% II 48% 38% C 88%

75% 24% I 27% 3% 7 35% 28% 0 0% 0% 20 43% 26% 0 0% 0% II 33% 29% 58 88%

200% 11% 6 100% 5% 20 (00% 18% 8 200% 1% 23 100% 22% (0 100% 9% 33 (00% 30% 110 100%

100%
0%

8%
0%

2
3

40%
00%

9%
9%

20
3

77%
33%

25%
9%

2
4

13%
57%

5%
(2%

I
IS

5%
93%

3%
33%

7
3

70%
30%

18%
9%

23
9

59%
41%

34%
26%

38
34

53%
47%

100% 4% 5 (00% 7% IS 100% 28% 5 (00% 8% 13 100% 18% 10 (00% 24% 22 100% 11% 72 100%

5 4% 6% 8 4% 10% 9 4% 11% 7 1% 8% (4 4% 27% 2 8% 14% 29 23% 88% 84 0%
SI 38% 9% 79 40% 18% 97 48% 18% 77 30% 14% III 39% 24% 45 59% 8% 62 27% 22% 545 30%
29 20% 6% 60 35% 21% 83 32% 25% 82 32% 25% 237 41% 26% 56 37% 11% 79 34% 28% 817 84%

8 4% 11% 3 5% 5% 6 3% (3% 5 2% 22% 23 4% 28% 9 6% 19% 0 3% 13% 47 8%
5 4% 7% 9 5% 13% 5 3% 9% 23 8% 29% II 5% (6% 9 6% 13% IS 8% 22% 08 4%

47 33% (8% 30 15% 12% 21 20% 8% 69 27% 27% 26 8% 11% 23 15% 9% 41 18% 20% 280 27%

IC 100% 9% 298 200% 13% 202 *07% 13% 253 200% 17% 334 100% 22% 156 100% 10% 232 100% 18% III? 200%

II RsIOO-200
8) eRtSOO

0% 0% I 17% 3% 2 10% 7%

28% 7% 4 87% 10% II 55% 27%

75% 21% I 27% 3% 7 35% 18%

TOTAl. IS (00% 11% 6 100% 8% 20 107% 8%
SA6EiRernqo, 13418(1

2402 240W 1.0782010TI TARE FORREPAIRINO WE METER?

II UPTOIMONTI4 S
III VI 14024714 0
15)NORESPOBOE 9

TOTAL IS
9ASEtRe5$nqlfl 104191)

3303 240W MUCH MONEY HAVE YOU PAIDFORWE REPAIR?

TOTAL

BASEIRe41rrecal 104 ONIsIII

33 WHATIS Tie FREQUENCYOFMETER READO4O?

II EVERYMONTH
~ia IN 2 MONTI4S

OIl 014ONIRS MOTIYC
IV) aILSol4MaIna
VI ,424o1m63
NI NO RESPOPISE59

3 90% 20% 8 35% 27% 3 30% 20% II 39% 43% 30 27%
2 33% 5% 5 22% 12% 7 70% 17% 0 27% 25% 42 37%
I 27% 3% IC 43% 26% 0 0% 0% II 33% 28% 30 88%

6 200% 5% 23 100% 21% 20 200% 9% 33 I00% 30% 220 200%

TOTAL
BASEiReftrrewae 97111
88 InetudestheesiWbIeof M0 MEItR

122
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Annexure-I

012.80. vRnAmtozvxoxIR x iv iN II iv ill Iii iv iN xv iv iN v iv iu vi iv is viz iv is TOTAL iv
1 2 3 4 5 6 7 8 9 10 11 12 13 14 LS 16 17 18 19 20 21 22 23 34 25

26 WHAT ARE YOGI 800GI81TOW8TOrROVE TiC METER READING PROCEDURES?
II OW SPOT COWTIRMATIO5 4

II) ADVANCE CYONMATIOR 26
III) asimICA1TOWON SPOT 4
IV) RORESPONRE lOS

3% 9% 2 1% 4% 3 1% 7% 5 2% 11% 8 2% 17% 6 4% 13% 18
20% 38% 31 16% 39% 2 1% 3% 5 2% 6% 3 1% 4% 4 3% 9% 7

3% 5% 6 3% 7% 8 4% 10% 3 1% 4% 7 2% 9% 20 13% 24% 34
75% 8% 159 80% (2% (89 94% (4% 240 95% (8% 316 95% 24% 126 81% 10% 173

IC *00% 9% 199 100% 13% 202 102% 13% 253 100% 7% 334 100% 22% 56 100% 10% 232

TOTAL
Rof spa.. 17

27 02 ~ YES.WHAT ARE TIC REASONS?
I) TO COW0ORE DELAY IS

REPAIR
II) TOCALOII.A1t8fl.L

AM01flFT
1(12 RO RESPONSE

TOTAL
R~. spons.923.1

8% 39% 46
3% 0% 80

16% 41% 82
75% 13% 2300

100% 15% 1817

5 (00% 6% 6 00%

3%
8%
1%

88%

200%

8% 20% 55
74% 16% 2159
19% 16% 270

100% 15% 1517

0%
76%
18%

100%

TOTAL
Rd.. span.. 17

27 DO TOO PAT ART CHARGESFOEMETER READING

5fl5 5 4% 8% 6 3% 7% 8 3% 7% 8 3% 9% IS 4% 17% 30 19% 34% 18

II) NO 90 67% 8% ISO 81% 14% 70 87% 16% ISO 71% 16% 284 85% 25% 93 60% 8% 17*
(II) RORESPORSE 42 30% 6% 32 16% 12% 20 0% 7% 65 26% 24% 35 10% (3% 33 21% 12% 43

IC 100% 9% 198 00% 3% 202 100% 13% 253 100% 17% 334 00% 22% 156 (00% 10% 233

I 20% 13% I 17% (3% I 17% 13% 0 0% 0% I 7% 13% 0 0% 0% 4

0 0% 0% 3 50% 21% 2 33% 14% 3 38% 21% 6 40% 43% 0 0% 0% 0

4 •809~ 6% 2 33% 3~ 3 50% 6% 8 63% 8% 8 53% (2% 30 100% 45% 14

7% 6 100% 7% 6 200% 9% 9 00% 17% 30 100% 34% (5

28 WHAT 15 TOUR MAJORD1271CULTT01 REGARDTO PATMERT OF WATER SILLS?
I) PATPOIRTFARAWAT 3 12% 4% 10 20% (3% 13 33% 7% II 21% 14% 23 25% 30% 7 11% 9% IC
IIIOFERLSOWDISGATIYW I 4% 2% 4 28% 33% 2 8% 5% I 2% 2% 3 14% 30% 3 5% 7% 9
WIIRSISTAJICEORCAM6PAT 2 8% 2% 5 10% 4% 6 16% 5% 2) 40% 18% 42 46% 37% 24 33% 21% 14
IV) RORESPOWS 19 76% 16% 21 42% 18% 3 38% 11% 19 37% 16% 3 14% 11% 30 47% 26% 2

TOTAL 25 100% 7% 50 00% *4% 34 100% 10% 52 00% 19% 91 100% 26% 64 100% 15% 35
R~spal.sI7 1 IC 586% 9% IllS 398% 13% 202 51(4% 3% 2’3 487% 17% 334 3457% 22% 58 244% 10% 232
DI~.na ~I.uss lbs S

ad TOTAL I. loSsIn of
RODS371CULTY 117 468% 10% 148 296% 5% I~8 494% 14% 201 367% *7% 243 287% 21% 92 144% 6% 297

29 STOAT IS TOUR OPINiON ON WATER MI37LT DURING SU~R OR 72W FOlLOWING?

II DURATiON’
SATISFACTORY 45 31% 11% 51 25% 11% 75 35% 17% 75
ROT MTT3FACTORT 102 86% 9% ISO 73% 13% 139 64% 2% 202
URDE~ED 5 5% (8% 4 2% 14% 3 1% 11% 9
II) REOUI.ARITTI
SATISFACTORY 65 44% 11% 79 39% 13% 06 49% 7% 114
ROTSATISFACTORT 82 53% 8% 122 60% 22% 108 50% 11% 163
uNDEaDEG 5 3% 16% 4 2% 13% 3 1% 10% 9
III) QUARTTTT

SATISFACTORY 50
ROT SATISFACTORY 193
ORDEaDED 5
I.) giAwY’
SXOSFACTORT 116
SOTSATISFACTORY 35
OR DECDED 5
•1 PRESSURE’
ntnAcTORT so
ROT SATISFACTORY 20
OR DEaDED

22% 50% 5 9%

0% 0% 14 18%
75% 21% 66 75%

100% 20% 56 100%

N’

26% 17% 78
71% 27% 301
3% 32% 0

40% (8% 202
57% 16% 272
3% 29% 3

32% 11% 4? 23% (0% 75 35% (7% 78 27% 7% 73
95% 9% 154 75% 13% (39 64% 12% ISO 75% 17% 268
3% 11% 4 2% 9% 3 1% 7% 9 3% 20% IS

74% 10% (03 60% 14% 08 77% 14% 2)3 74% (8% 246
23% 0% 38 (9% 7% 46 21% 8% 64 22% 12% 128

3% 8% 4 2% 13% 3 1% 10% 0 3% 39% 3

19% 8% 39 19% 11% 57 26% 18% 57 20% (6% 53
77% 10% (82 79% 13% 167 72% 12% 220 77% 18% 311
3% 12% 4 2% 10% 3 1% 7% 9 3% 21% IS

158 205

29% 13% 77
29% 21% 43
40% 12% 114
6% 2% II?

100% 10% 301
863% 15% 1517

563% 17% 1166

25% 14% 440
73% 15% 1183
2% 14% 38

31% 12% 019
66% 10% 1000
2% 13% 81

30% 18% 483
69% 14% 1157
2% 9% 48

05% 13% 1183
74% 33% 842

2% 13% 81

28% 19% 367
70% 14% 1287

2% 12% C

2686

20% 17% 60 35% 13% SI
80% 25% tIC 64% 9% (78
0% 0% 3 2% 11% 4

27% 8% 74 43% 12% 76
72% 27% 96 55% 10% 165

1% 10% 3 2% 10% 4

19% 6% 58 34% 23% 72
76% 25% 112 05% 10% 107
2% 39% 3 2% 7% 4

65% 22% 119 09% 10% ISO
34% 24% 51 29% 9% ISO

1% (0% 3 2% 10% 4

14% 20% 53 32% 15% 68
82% 20% II? 86% 9% ITO
3% 31% 3 2% 7% 5

217

22%
12%
32%
53%

100%
432%

522%

37%
72%
2%

37%
61%

2%

27%
70%
3%

71%
33%
2%

22%
76%

3%

077286

123
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I) TV~RADI0Iflfl PAflR
UI WAnt 303RD STAn
DII flIOflROVR

TOTAL 190
155

D4~to. b.tn.s TOTAL
nd N. I. IsSa~lv. oSNO

55

30 01 360W 181155 WAnt flfl.55D DURING 1355 ~1tRRtlfl1ON

I) TSIROVW6TAmn 10
III 92Pfl4IVATO11SR11~ 0
III) ANTOIIUR 12

TOTAL
•s.tR~ mp~..e #31(I)

3102 ISTfl naTTO c~flftCTtD TO DRAINAGI?
I) 1%. 50 96%
4(NO 3 4%

TOTAL
saeaar ,npoa.. 001 01.1

31 03 IS 115551 A l.SAAADR 115500014 lIst TAP’?
I) TES 28
11)80 65

TOTAL
s~.a.sr r~

050

4-

An.ne.xure—I

111.80. VARIASLA\OIvISjcie ~I S\’ Ill 02 IV 814 III IV Ill IV IV Ill V IV IN VI IV IN VII IV IN t~L IV

1 2 3 4 3 4 7 8 9 10 11 12 13 14 15 14 17 19 19 20 21 22 23 24 25

30 P40WAn YOU lflORflD OF ISflRRUfl1oNfsT~PAot OF eunLn

87 57% 0% II? 04% 12% 110 90%
3 3% 7% 4 3% 10% 7 6%

io 10% 25% 3 2% 9% 5 4%

00% 0% 124 100% 12% 122 00%
155% 9% 205 155% 12% 217 178%

55% 0% 51 55% 13% 95 78%

12% 158 91% 15% 229 97% 24% 120 98% 13% 133 55% 4% 982 92%
7% 10 6% 24% 8 3% 14% 2 2% 5% 10 6% 24% 40 4%
3% 6 3% 0% 2 1% 5% 0 0% 0% 14 9% 35% 40 4%

(2% (72 100% 17% 237 100% 23% 122 100% 12% 157 100% 15% 1034 100%
3% 255 160% 17% 377 150% 23% 73 142% 10% 243 155% 15% 1538 150%

15% 114 60% 18% 140 50% 23% 5! 42% 8% 86 55% 14% 633 60%

45% 2% 68 87% 14% 77 (00%
0% 0% 2 3% 13% 0 0%

55% 30% 6 11% 20% 0 0%

TOTAL 22 100% 4% 78 00% 14% 77 100%
N’ 55 705% 6% 205 270% 12% 217 202%
D45..em beta. TOTAL
ed Ni I. InJ~I’. otNO
SUPPLY 33 605% 12% 129 170% 12% 140 52%

Si AIR 115551 PURLIC TAPS flP) SN YOUR LOCAlS!??
I) Y16 92 55% 0% (00 40% 11% 135 64%
11)80 53 41% 5% 05 51% 15% 79 30%

UI) NONISPONRI 0 0% 0% 0 0% 0% 0 0%

TOTAL’ (1I( 58 100% 5% 205 00% 12% 217 100%

II SI W TSR IS nail A P1.A1TORM AROUND flit TAP
I) TSR 72 76% 5% 49 60% 0% 120 87%
III NO 20 22% 12% ii 91% 5% IA 3%

92 00% 0% 00 00% 11% 38 30%

9% 64 03% 9% 118 98%

8% 5 7% 3% 2 2%

72 00% 6% 60 100% 9% 20 93%

10% 52 93% 17% 35
0% 4 5% 25% 4
0% 2 2% 5% 3

4% 58 00% 6% 142
3% 268 325% 7% 377

3% lOS 225% 6% 235

15% ISO 68% 20% 200
11% 95 34% 4% 166
0% 0 0% 0% II

13% 286 100% 7% 377

16% 150 64% 21% 176
11% 31 (6% 10% 24

3% ISO 100% 20% 200

15% 151 55% 21% ISO
5% 8 5% 20% 18

15% 156 100% 21% (76

12% 43 23% 20% 60
15% 47 77% 20% 140

5% ISO 00% 20% 200

11% 53 33% 26% 65
8% 127 87% 8% 135

5% ISO 100% 20% 200

05% 28% 25
3% 25% I
2% 9% IS

100% 26% 41
255% 23% 73

165% 21% 132

53% 21% 80
44% 24% 80
3% 55% 7

100% 23% 173

88% 23% 64
12% 15% 22

00% 21% 86

91% 22% 61
5% 40% 3

100% 23% 64

30% 28% 17
70% 19% 69

100% 21% 85

33% 28% II
68% 20% 75

00% 21% 86

28% 2% IS 6% 8% 25 18%
72% 9% 84 84% 12% 113 82%

(00% 10% 100 00% 11% 138 193%TOTAL 92
Rn.iRdr niQ000 831.4

3) 05 IS 115551 WATtS STAGNATION AROUND TeSt P597
I) TSR 27 29% 11% 28 28% 11% 27 20%
11)80 56 71% 9% 72 72% (0% III 80%

92 00% 10% 100 00% 11% 38 193%

51% 5% 55 65%
2% 6% 5 5%

37% 3.5% 0 0%

100% 8% 94 100%
422% 10% 243 259%

322% 12% 149 159%

50% 6% (20 33%
45% 11% 112 48%

4% 35% 2 1%

00% 0% 243 100%

74% 5% II? 58%
25% 14% IS 12%

00% 9% 29 00%

98% 5% 110 07%
5% 5% 3 3%

100% 8% 113 100%

20% 5% 24 19%
50% 0% lOS 81%

100% 5% 126 100%

13% 4% 26 20%

57% 11% lOS 60%

(00% 9% 25 100%

18% 484 90%
31% IS 3%

0% 40 7%

17% 540 100%
15% 1858 307%

13% IllS 207%

14% 935 56%
16% 701 42%
10% 20 1%

5% 1505 100%

15% 773 53%
10% 182 17%

4% 938 100%

15% 733 98%
5% 40 8%

15% 773 100%

11% 211 83%
15% 724 7115

14% 938 100%

11% 247 55%
15% 685 74%

14% 955 100%

124
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Annexure-I

25 27% 13% (6 19% (0% 27 20% (4% 40
6 7% 6% 5 5% 14% 2 1% 6% 4
3 3% 4% 6 6% 5% (6 12% 22% (5

56 63% 9% 70 70% 11% 93 67% (3% 126

TOTAL 92 (00% 10% 100 100% 11% (28 103%
E~r mponv. 85 ii

25% 35% (8 21% 9% 30 (6% (0% (96 21%
3% 16% 3 5% 8% II 5% 30% 37 4%
4% 11% 5 9% 11% (3 (0% 18% 72 5%

69% 22% 87 66% 6% 85 66% (4% 658 67%

100% 21% 56 100% 9% 129 (00% (4% 665 100%

32% (4% 6 20% 7% II 34%
3% 4% 2 7% 7% I 2%

65% 11% 22 73% 11% 33 73%

34 (00% 11% 30 100% (0% 48 (03%

32 FREQUENCYOFLEAEA0E OF WAlER (16 YOURLOCALITY

14% IS 26% 20% (5
4% 5 (3% 30% 3

17% 38 61% (9% 42

(5% 62 100% 20% 63

32 01 WHAT (S lfl r8EQIJENCTOF LEAKAGE EEOCCUED6OAT THE SA~pLAa(

I) ALWAYS 3 2% 12% 0 0% 0% 2 1%
UI FREQUENTLY 6 8% 8% 6 11% (3% IA 9%
(IIIEAEELY 7 5% 3% 23 15% 11% 32 15%
5) NEVER tO 5% 27% tO 7% 27% 6 3%
.3 ROREW’ONRE IU( 80% 11% 101 67% 11% 124 69%

TOTAL I~ 100% 0% ISO 00% 11% ISO (97%

1821,8.10,1.

6% 2 1% 8% 6
7% 30 (3% 24% 31

(6% 31) (6% (9% 50
6% 0 0% 0% 6
3% 68 70% 15% 2(9

14% 230 100% 18% 312

1% 20% 4 3% 16% 5 2% 20% 25 2%
5% 21% 12 7% 5% IS 6% (3% (45 6%

(3% 26% 24 (4% 11% 34 4% (6% 213 (3%
38% 24% 79 46% 9% (23 51% (3% 6(7 68%
17% (8% 54 31% 15% 62 26% (8% 352 21%

(00% 33% 173 (00% (0% 243 (00% 15% (686 100%

2% 34% 6 8% 24% 6 3% 24% 28 2%
(0% 25% 9 8% 7% (6 9% (3% (24 6%
16% 25% 21 18% 0% 30 7% (8% 202 18%

2% 16% 0 0% 0% 5 3% (4% 37 3%
70% 24% 83 70% 9% (24 69% (3% 522 70%

00% 24% 119 (00% 9% (SI (00% 14% (3(0 100%

32 03 NAVE YOU REPCSTEDnu LEAKAGE?

II YES
II) NO

TOTAL
R~r spa’.. 633 01
1,8,111

IS 94% 6% 37 95% 14% 38 76%
6% 1% 2 3% 2% 12 24%

IS (00% 5% 39 00% 11% 50 (60%

(6% 56 711% 22% 60
(9% IS 21% (6% 27

14% 7) 100% 20% 57

69% 23% 23 64% 6% SI 60% 12% 218 74%
31% 30% IS 36% 14% 2) 40% 23% 91 26%

(00% 25% 36 (00% (0% 52 (00% (5% 351 (00%

32 03 if YES. WAS THE LEAKAGE RECTiFIED?

I) YES.RUT TEXPOSARLY
U) YES. PERMANENTLY
Ill) NO
(.3ROSEfl~

TOTAL
Rd spa%S 18202)

4 27% 8% (2
6 40% 6% 22
5 33% (2% 2
0 0% 0% I

52% (5% 5 21%
59% (7% 21 88%
5% 5% 7 (5%
3% 13% 2 6%

10% 19 34% 24% 20
16% 24 43% (5% 27
(7% II 20% 26% II
20% 2 4% 25% 2

15% Ill) 100% 22% 60

I) ALWAYS
III ?flQVENTLY
III) SANELY

S( NORESPOS18

DISC. VP,flA3LtsS1VISIQ6 I IV IN II IV IN III IV IN IV IV IN V IV 1(4 VI IV IS VII IV IN TOTAL IV

1 2 3 4 5 6 7 5 9 (0 11 12 13 14 13 16 17 (8 19 20 21 22 23 24 28

SI 07 (tOWOfTEN DO YOU PlED TI~TAP HEAD ~SSD607

SI 06 WHAT ASS YOUR S000ESfla65 TO PREVENTTHE DIENT OF TAP HEADS

I) LOCOOfWELDDIG II
UI LOW COSTMATERIAL I

(U) NO RESPONSE 23

TOTAL
R~r nspaa’ 151 07
(.8,411

21% 20% 46
2% 11% 6
5% 28% 6

67% 20% (37

(5% 190 (00% 20% 200

TOTAL

((ALWAYS 7 6% 28% 0 0% 0% 2 1% 5% 2 1% 8% 5
U) FREQUENTLY II 7% 7% 20 0% 13% 19 9% 13% 38 15% 24% 32

Ul(RAEELY
SI NEVER

6
(ff1

5%
66%

4%
11%

29
101

(4%
49%

14%
11%

29
124

13%
57%

(4%
(4%

33
166

(2%
59%

15%
18%

56
2(6

.7 NORE~ONRE 26 (7% 7% 55 27% 16% 43 20% (2% 47 (6% 13% 65

1511 (00% 9% 203 00% (2% 217 (92% 13% 250 100% 17% 577

29% 22% 5 28% (0% II 25% (4% SI 26%
5% 11% 7 34% 26% 5 11% (9% 37 9%

67% 21% (4 48% 7% 28 64% (4% (99 68%

100% 21% 29 (00% 9% 44 (00% 14% 307 100%

IS (00% 6% 37 00% 14% ?5 ((51%

33% 26% 5 22% 6% 0 32% (3% 75 30%
45% 20% IS 57% (0% (9 61% (4% (33 51%
(6% 26% 4 (7% (0% 2 6% 8% 42 (6%
5% 23% I 4% (5% 0 0% 0% 5 5%

(00% 23% 2) (00% 9% SI (00% (2% 260 (00%

125
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Anriexure—I

DI.No. VAAJASLE’tDfl’I52fl1 I IV 514 II IV IN Ill IV IN IV IV IN V IV IN VI IV IN VII IV IN TOTAL IV

1 2 3 4 3 6 7 8 9 10 11 12 13 14 15 16 17 16 19 20 21 22 23 24 25

31 04 NOW MUCH ITHE WAS TAKEN FURTHE REPAIR?

(I SAME DAY
U) 2-8 DAYS
(((I .8 DAYS
I.) NORKRPa6SE

(I YES

(II NO

TOTAL

IS (2% 6% 20 (0% 9% 32 13% (4% 30

(37 88% 0% (81 90% 13% (85 85% (3% 247

(85 100% 9% 205 (00% 11% 2(7 (97% 13% 286

6% (1% (0 21% 29% 3
26% (2% (7 36% 16% (0
31% 33% IS 32% 23% 2
(4% 38% 3 11% 31% I

(00% 20% 47 (00% 22% Is

(4% 17% 76 20% 33% II

88% 17% 301 80% 21% 151

(00% (7% 377 (00% 33% (73

28% (4% 5 (7% (4% 85 (7%
56% I(% 21 72% 23% 63 44%
11% 3% 2 7% 3% 18
6% 6% I 3% 6% (6 8%

(00% 9% 26 100% (4% 2(0 (00%

(0% 8% 27 11% (2% 230 (4%

90% 11% 2(6 55% (5% (436 56%

(00% 10% 243 (00% (5% (656 (00%

33 02 HAVE YOU NEPC*TED na LEAKAGE?

5 28% 9% 8 40% 13% 3 9% 5% tO

IS 72% 7% 12 60% 7% 29 91% (7% 29

100% 8% 20 (00% 9% 32 (07% (4% 39TOTAL IS
ES~spa’s. 655I

34 HAVE YOU FOUND ANY ~EOVEMENT (N lifE WATER SUPPLY/SEWERAGESENVICE (N YOUR LOCALITY DI RECENTYEAR?

(I YESi
WATER SUPPLY ONLY,
SEWERAGEONLY’
SOFiA’

((I NO’
WATER SUPPLYONLY,
SEWERAGEONLY’
Son”

11% 8% 5 17% 14% 7
11% 8% (0 33% 29% 3

78% 11% (5 50% 8% 18

(3% 10% 30 14% (1% 48

(5% 18% 4 6% 11% 3
10% 14% 6 (0% 17% 2
75% 18% 83 84% 27% 33

17% 18% 63 17% 23% 38

2% 14% 6 2% (7% 2
3% (9% 4 1% 11% 3

91% 18% 258 96% 23% 125

79% 18% 276 73% 22% ISO

(00% 17% 377 (00% 23% 173

8% 8% (2
3% 6% 7

67% (7% 28

22% (4% 48

2% 6% 7

2% 8% (2
86% 11% 137

78% (0% 176

33 (5 flWRE A SEWERAGECONNECTiONTO YOUR HOUSE?

96% 13% 202 83% (3% 284
4% 8% IS 7% 13% 22

92% (7% 353 84% 23% IRS

8% (9% 24 6% 21% IS

100% 17% 377 (00% 23% (73

TOTAL (0
SASE,R.fs.spas. 652 9611.111

33 HAVE YOU COME ACCEO6S LEAKAGES ANY WHEREELSE?

I (0% 3% 4 (2% 11% 6 21% (7% 4
2 20% 2% 20 58% 22% (2 41% (3% II
7 73% 11% 8 28% 14% 8 31% (4% 22

0 0% 0% I 3% 6% 2 7% 13% 6

100% 5% 34 (00% 16% 29 (92% (4% 43

(I YES
UI NO

3 (8% 8% 3
3 (0% 6% 3

(0 63% 3% 21

16 (0% 6% 27

26% (8% 13 17% 24% 6

74% 17% 63 83% 38% (2

100% (7% 78 100% 33% IS

(((I NO RESPONSE

TOTAL

33% 11% (0 37% (8% 55 24%
67% 7% (7 63% (0% (73 76%

(00% 8% 27 (00% (2% 230 (00%

3 2% 8% 3 2% 8% (0 7% 28% 5
3 2% 5% 3 2% 8% 5 4% (4% 7

127 93% 11% 166 97% 14% 122 89% 10% 214

(33 86% 11% 172 84% 14% 137 83% 11% 226

6 4% 4% 6 3% 4% 50 23% 37% (2

(93 100% 9% 201 100% 12% 217 107% 13% 288

(I YES
(I) NO

TOTAL

ISO 97% 10% (96
5 3% 4% 9

28% 32% 37 (4%
(8% (9% 36 (3%
6)5% (8% (97 73%

20% (8% 270 (6%

4% (8% 36 3%

7% 32% 37 3%
38% (3% ((77 94%

72% 14% (250 75%

4% 9% 38 (0% 25% 8 3% 4% tO 8% (4% (36 8%

(58 (00% 0% 203 100% (2% 217 (03% 3% 288

126

(00% (0% 243 (00% (5% (656 (00%

9(% (0% 2(7
8% 13% 26

86% 14% 1540 03%
11% 22% ((6 7%

(00% (0% 243 (00% (5% (656 100%
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Annexu.re—I
DI.Ro VEAIA3LS\DIVI5IDI I IV IN II IV IN III IV IN IV IV IN V IV IN VI IV IN VII IV IN t~L IV

1 2 3 4 5 6 7 6 9 10 11 12 13 14 15 16 17 15 19 20 31 22 23 24 25

3501 IF NO. .~ DO YOU DISPOSE DI YOUR SEWAGE?

i) (NM SEPTIC TANE
ii) COLONY (CDo5.561T’Y)S.
iii)DP~I DRAIN
iv) NO NESPDISE

TOTAL
SASER.f.r r.spon.. #33(u)

0 0% 0% 2 22% 6% 3 33% (5% 3 (4% 8% 8
2 40% (4% 2 22% 14% 2 13% (4% 0 0% 0% 2
0 0% 0% 0 0% 0% 3 33% (3% 8 41% 23% S
5 60% 11% 3 58% 18% 3 20% 11% (0 45% 38% 6

1 100% 4% 8 100% 8% II (00% (3% 22 100% 19% 24

33% 24% 4 27% (2% 12 48% 35% 54 29%
8% (4% 3 20% 21% 3 (2% 2(% (4 (2%

33% 20% S 53% 20% (0 38% 25% 40 34%
23% 21% 0 0% 0% I 4% 4% 28 24%

(00% 21% 18 (00% (3% 28 (00% 22% ((6 (00%

38 ARE YOU AWARE OF TRE DIFFENO6CE 5FF8ENS STPD4 WATER DRAIN AND SEWERAGE?
1) YES

ii) NO

TO~

63 41% (5% 44 21% 10% 80 28% 14% 84 29% 20% 94

92 59% 7% 161 79% 13% 117 72% (3% 202 71% (6% 283

(55 (00% 9% 205 100% (2% 217 100% 13% 286 (00% 17% 377

25% 22% 38 22% 9% 42 17% (0% 425 28%

71% 23% 135 78% (1% 201 83% (S% (23( 74%

100% 23% (73 (00% (0% 243 (00% (6% (656 (00%

TOTAL
SASE:Rsf.r r..ponu #33(i)

3701 IF 730. WHAT DID YOU DO TO CLEAR TID CS63CRAGE?
i) SYTlM~AD 79 81% (2% 113
ii) PRIVATE I.A3OUR 3 6% 4% 2
iii) PAID 10CR STAFF 1 3% 3% 17
iv) Of! SERVICE 8 6% 42% 0

67% (4% 100 34% 11% (80 68% 18% 240
33% (1% 83 48% (8% 84 31% 13% 113

88% (7% 85 75% (3% (47 82% 22% 114
2% 2% 3 3% 2% (7 9% (3% 87

(3% 11% II 19% 14% (0 6% 7% 18
0% 0% 0 0% 0% 8 3% 32% 3

68% 25% 67 42% 7% (49 69% (5% 974 63%
32% 20% 91 58% (6% 68 31% 12% 566 37%

100% 23% 158 (00% 10% 2(7 100% (4% (540 (00%

48% (7% 48 60% 7% 80 80% (3% 874 69%
28% 12% 7 (0% 3% 27 (6% 21% (28 (3%
23% 37% 14 21% 9% 30 20% 30% (53 (8%

1% (6% 0 0% 0% 2 1% (1% (9 2%

(00% 25% 67 (00% 7% (49 (00% (5% 974 100%

64% 26% 68 38% 7% 141 58% (5% 945 57%
31% (8% lOG 38% (6% 82 34% (3% 640 39%
5% 21% 7 4% (0% 20 8% 28% 71 4%

100% 23% (73 (00% (0% 243 (00% (5% (656 (00%

71% 21% (20 89% 9% (52 67% (3% (3(0 79%
20% 29% 41 24% (6% 58 23% 22% 358 (8%

1% 60% 2 1% 40% 0 0% 0% 5 0%
S% 22% tO 6% (2% 28 (0% 30% 52 8%

100% 13% (73 (00% 10% 243 (00% (5% (656 (00%

3801 00 YOU FIND TWE ((AN NOLE COVERS KISSING?

i) YES
ii) NO
iii) NO N5S~SE

TOTAL

20 3% 8% 18 9% 8% 20 12% 8% 41 (8% 14% 87
(35 64% 10% 184 90% (5% 181 84% 18% 228 79% (6% 239

3 3% 6% 1 1% 3% 8 4% 8% (3 1% (8% 21

185 00% 8% 203 1120% (2% 2)7 193% 13% 288 100% 17% 377

127

26% 31% 38 31% 11% 78 31% 24% 3(5 (9%
69% 21% (23 72% (0% 138 58% (1% (243 75%
8% 22% II 7% (3% 32 (3% 33% 96 6%

100% 23% (73 (00% 10% 243 (00% (5% (686 (00%

37 DID YOU mERI VICE CIS3KA0E/SLOCKATUE TN SEWERAGE LINES NEAR YOUR HEI8E?

I.) YES 97 83% (0% 132
ii) NO 53 31% 9% 64

(50 (00% (0% (96 100% (3% 202 (92% (3% 284 100% 17% 313

TOTAl. 87 100% (0% 132 100% (4% (09 (02% 11% (80 (00% 18% 240
RA8ENSfSI ~ #37(i)

38 SEWERAGE OVER-FL(N8 IN na LOCALITY’
1. YES 88 53% 8% 122 60% 13% (07 46% 11% 182 64% (8% 242
ii.NO 65 42% (0% 80 39% (3% 101 47% 18% 93 3.1% (5% Ill
iil.N0NZS~SE 5 3% 7% 3 1% 4% 0 4% (3% 9 3% (3% (8

TOTAL 115 100% 9% 203 100% (2% 217 (00% (5% 286 100% (7% 377

39 ARE TilE MAN (SOLES IN YOUR LOCALITY PNO5ERLY COVERED?

a) YES 144 93% 11% (81 88% (4% (58 87% 14% 234 82% (8% 281
ii) NO 6 4% 2% 20 (0% 8% 23 11% 9% 38 (3% 11% 73
iii) COVERED WITH 51(9651 0 0% 0% 0 0% 0% 0 0% 0% 0 0% 0% S
iv) NONES5flIS5 3 3% 6% 4 2% 5% 6 3% 7% (4 3% 17% IS

TOTAL (35 100% 9% 201 100% (2% 217 (00% (3% 258 100% (7% 377





4 4

Arinexure-I
DINo. VARIARI*DIV3SIDI I IV IN II IV IN III IV IN IV IV IN V IV III VI IV IN VII IV IN 135032. IV

1 2 3 4 5 6 7 6 9 10 IL 12 13 14 13 16 17 16 19 20 21 22 23 24 2S

39.02 NAVE YOU xLkvnrts, ON TilE (USSION MAN (SOLE ~?
i) YES 11 551
U) NO 9 451

TOTAL
SASERNfSE rs.pat.. #39.01(i)

39 03 IF YES. WHAT WASIVE RESPONSE?
i) ISSlEDIATEL? ~IACE
ii) ONLY P~CSEDTO RE
iii) PLEADED ~.PLES6NRS
iv) INDIFFEREST

TOTAL

SASE,Pafsr r..ponts #7)i)

41.01 DOES IT OCCUR FRZQUV6TLY?

i) YES
ii) NO

TOTAL 41
SASE,N.f.r rss~nn #41)1)

41 02 TO W(fll HAVE YOU REPORTED ON tilE POI.WTION?

i) 8~flON OFFR/(06GR 29
ii) LOCAL 1.EADER 0
iii) NLMICIPAL OFFICE 2
iv) NO NESPDISE 10

TOTAL’ 41 1001

RASE,R.f.E t..pa’s. #41.1

41.03 . LONG HADIT TA~ TO RRITIFY TIlE ~RLfl4?

i) <2 DAYS 4 131 71 6 15% 11% 9 301 16% 12 23% 211 11 19% 20%
ii) 2-4 DAYS 16 521 221 16 441 243 11 371 15% 12 213 161 17 293 23%
Ui) >4 DAYS 6 263 103 12 293 153 10 331 131 19 40% 241 29 493 363
iv) NOT SOLVED 3 101 15% 3 133 261 0 0% 0% 5 10% 26% 2 3% 11%

TOTAL 31 100% 143 41 100% 18% 30 100% 13% 46 100% 21% 39 100% 26%
SASEIR.f.r r~S5CflSN #41 02,i+ui+uii

t

7% 3 39%
5% 11 61%

20 1003 6% IS 100%

3 271 73 6 663 13%
3 27% 91 1 141 33
0 II 0% 0 0% 0%
5 43% 7% 0 0% 0%

7% 7 100% 5%

5% 4 15% 3% 20 44% 131 71 73% 46% 6 17% 41 50 39% 20% 149 47%

7% 22 831 (3% 25 361 153 26 27% 153 30 83% 1SI 46 611 27% 168 33%

6% 26 100% SI 43 1001 143 97 100% 31% 36 100% 11% 76 1001 24% 315 1001

0 01 03 15 73% 33% 19 27% 42%
3 73% 9% 3 25% 15% 7 10% 21%
1 231 331 0 0% 03 2 3% 671
0 0% 0% 0 0% 0% 43 61% 633

4 lOll 3% 20 100% 13% 71 1001 48%

YES
ii) NO

TOtAL 11 100%
RASE:R.fsr rs.pa~s. #39.02)i)

40 56(9)0.0 YOU RE READY TO APPLY FOR A SW CONNECTION?
i) YES S 1001 7% 9 100% 13% 5 53% (11 4 15% 6% 13 34% 183 9 60% 133 23 88% 32% 71 61%
ii) (60 0 01 0% 0 0% 0% 1 7% 25% 1 31 25% 2 9% 50% 0 0% 0% 0 01 0% 4 3%
iia) NO RESPONSE 0 CI 0% 0 0% 0% 6 40% 15% 17 77% 413 9 38% 22% 6 40% 15% 3 12% 7% 41 35%

TOtAL 5 100% 4% 9 100% 8% 13 100% 13% 22 1001 191 24 100% 21% 13 100% 13% 26 100% 221 116 100%
SA8E’r.f.r r..psnn #33(u)

41 DID YOU AT ANY TIIlE RECEIVE POLLUtED WATERFORN YOUR P10?

0 0% 0% 2 7% 41 45 30%
4 673 12% 10 331 301 33 22%
0 0% 0% 0 0% 0% 3 2%
2 33% 3% 18 601 26% 66 48%

6 100% 4% 30 100% 201 149 100%

41 29% S% 61 31% 12% 51 23% 10% 95 36% 19% 143 43% 29% 47 30% 10% 54 23% 111 482 32%
101 71% (0% 137 69% 13% 151 731 15% 156 62% 15% 191 37% 19% 109 70% 11% 170 77% 17% 1025 6S%

142 100% 9% 196 100% 13% 202 100% 13% 233 100% 17% 334 100% 22% 136 100% 10% 232 1001 15% 1317 100%

14 34% 7% 22 36% 11% 21 411 10% 50 53% 23% 60 42% 29% 21 45% 10% 16 301 6% 204 41%
27 66% 9% 39 64% 14% 30 391 10% 45 47% 16% 83 36% 29% 26 55% 9% 38 701 13% 3SS 59%

100% 6% 61 100% 12% 51 1003 103 95 1001 19% 143 100% 29% 47 100% 103 54 1001 11% 492 100%

71% 21% 30 49% 22% 20 391 14% 26 23% 17% 26 16% 19% 1 2% 1% 6 15% 6% 135 21%
0% 0% 2 3% 7% 3 6% 103 7 7% 23% 12 6% 40% 3 11% 17% 1 2% 3% 30 6%
3% 3% 9 13% 13% 7 141 11% 17 18% 253 21 13% 34% 0 0% 0% 3 9% SI 61 12%

24% 43 20 33% S% 21 41% 6% 47 49% 15% 64 19% 32% 41 57% 16% 40 74% 15% 263 531

S% 61 100% 12% 31 1001 (0% 95 100% 19% 143 100% 29% 47 100% 10% 54 103% 111 492 100%

3 30%
0 0%
2 33%
1 17%

6 100%

128

5% 11 79% 201 56 24%
0% 0 0% 0% 74 321
3% S 0% CI SO 351
_SI 3 21% 16% 19 6%

3% 14 100% 6% 229 100%
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Annexure—I
~I.No. VAflAfltDIVI9Ia4 I IV IN II %V In xxx iv IN IV IV III V %V IN VI IV %N VII IV %M TODL IV

2 3 4 5 6 7 4 9 10 11 13 13 14 15 16 17 10 19 20 21 22 23 24 25

42 ns tmaz A CAB! 0? Tn FOUaITNO Al LIaNTS TN 46CflIT ntaoi

i) JJLWDIcE S 17% 6% 5 12% 6% 11 19% 14% 24 20% 31% 19 12% 24% S 13% 6% 9 19% 12% 70 16%
ii) G8fl~Tfl1TIS 1 3% 4% 1 2% 4% 0 0% 0% 7 6% 27% 9 6% 35% 1 3% 4% 7 15% 27% 24 5%
iii) DI~A 3 10% 3% 12 20% 11% 14 23% 12% 33 28% 29% 36 24% 32% 9 21% 7% 0 17% 7% 114 23%
iv) (SI EflLATNED FEVER 15 50% 0% 19 44% 10% 21 34% 11% 41 34% 21% 64 42% 33% 20 53% 10% 15 32% 8% lOS 40%
v) CNOLERA 2 7% 17% 2 SI 17% 2 3% 17% 1 1% 0% 2 1% 17% 2 5% 17% 1 2% 9% 12 2%
vi) T0~ID 4 13% 6% 4 9% 6% 13 21% 19% 14 12% 21% 23 15% 34% 2 51 3% 7 15% 10% 47 14%

TOTAL 30 100% 4% 43 100% 9% 61 100% 12% 120 100% 24% 153 100% 31% 39 100% 0% 47 100% 10% 402 100%
N: 155 205 217 296 377 173 243 1484

42 01 DID 0W R~RT TWE BICERESS?

i) TU 17 57% 9% 9 21% 5% 25 41% 13% 51 43% 77% 69 45% 37% 13 32% 6% 4 13% 3% 140 88%
ii) 80 5 17% 6% 13 30% 16% 0 13% 10% 9 0% 11% 12 0% 14% 16 42% 19% 20 43% 24% 83 17%
iii) 80 RESflISE 0 27% 4% 21 49% 10% 24 40% 13% 60 50% 27% 72 47% 33% 10 26% 5% 21 45% 0% 220 48%

TOTAL 30 100% 6% 43 100% 9% 61 100% 12% 120 100% 24% 153 100% 31% 34 100% 9% 47 100% 10% 402 100%
BAS!:Rfsr rs.pons. 42(i)

42 02 IF 089, fl~fl DID OW REPORT?

i) 0~T.0ER.ICSPITAL 3 19% 75% 0 0% 0% 0 0% 0% 1 2% 25% 0 0% 0% 0 0% 0% 0 0% 0% 4 2%
4il PRIVATE CLINIC 14 47% 0% 9 100% 5% 25 100% 14% 50 99% 29% 57 03% 33% 12 100% 7% 6 100% 3% 173 92%
iii) 0~T.FEVER 1830P1TAL 0 0% 0% 0 0% 0% 0 0% 0% 0 0% 0% 12 17% 100% 0 0% 0% 0 0% 0% 12 4%

TOTAL 17 100% 9% 9 100% 5% 25 100% 13% 51 100% 27% 69 100% 37% 12 100% 6% 6 100% 3% 166 100%
SApoiMfer r.15rn. 42 01(i)

42 03 IF NOT N~RTED, WHAT APE 11W REAPaIS?

i) NO RE0~8E/CA2ITSA 5 100% 6% 13 100% 16% 9 100% 10% 9 1001 11% 12 100% 14% 16 100% 19% 20 200% 24% 83 100%
ii) SnFTREATI4nrT 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0%
iii) CPNTAflOND 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0%
iv) A2fYOTIWR 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0%

TOTAL 5 100% 6% 13 100% 16% 9 100% 10% 9 100% 11% 12 100% 14% 16 100% 19% 20 100% 24% 93 100%

43 YOu flIOuI THAT CRISCR089TNG OF H 0 & SEWERAGE LINES IS UNDESIRABLE?

i) 080 137 96% 10% 179 90% 13% 193 91% 13% 216 55% 16% 320 96% 24% 132 85% 10% 199 81% 14% 1386 4011
ii) NO 5 4% 3% 19 10% 12% 19 9% 12% 37 15% 23% 14 4% 9% 24 15% 15% 43 19% 27% 181 11%

TOTAL 142 100% 9% 199 100% 13% 202 100% 13% 253 100% 17% 334 100% 22% 156 100% 10% 232 100% 20% 1517 100%
Naf•r r.opcnM S 7.i

129
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Annexure—I
ON.So. VARIADLS\0IVISION I IV IN II IV IN III IV IN IV IV IN V IV IN VI IV IN VII IV IN TOTAL IV

1 2 3 4 3 6 7 8 9 10 11 12 13 14 13 16 17 15 19 20 21 22 23 24 25

44 flS TOUR W.S. S wma L2flrflS CR08 ~R?

i) IRS

ii) SO

iLL) SO SEnSE

TO03L

Refer response 5 3.0

5 6% 9% 7 4% 5% 11 3% 12% 16 6% 15% 20 6% 22% 8 3% 9% 19 SI sin a a
124 87% 9% 183 92% (3% 187 93% 14% 219 87% 16% 308 92% 23% 139 89% 10% 202 S7I in isa 5%

10 7% 13% 8 4% 12% 4 2% 6% 18 7% 27% 5 2% 9% 9 6% 14% 11 5% in a a

142 100% 9% 195 100% 13% 202 100% 13% 253 100% 17% 334 100% 22% 136 100% 101 232 100% sn Ian on

44 01 IF uS, ICU1D YOU SE SEADT TO SEALISE ERaS/mn PREVERYIVS 5CASJSES?

TOTAL

Refer response 8 44.
100% 9% 100% 6% 11 100% 12% 16 130% 18% 20 100% 22% 8 100% 9% 19 100% s,n a (5%

43 CAll TO) ID~3FT En Sell. ON ~ SR SEER?

i) IRS

ii) SO

iii) SO flRflfl

124 80% 9% 167 61% 12% 181 63% 14% 223 79% 17% 284 73% 2(1 147 85% 11% 209 86% 4% ~3~7 S(%

31 20% 11% 36 19% 14% 36 17% 13% 61 21% 22% 64 17% 23% 18 10% 6% 33 14% in asi in
0 0% 0% 0 0% 0% 0 0% 0% 0 0% 0% 29 8% 76% B 3% 21% 1 0% a a a

TO03L 135 100% 9% 203 100% 12% 217 100% 13% 286 100% 17% 377 100% 23% 173 100% 10% 243 100% 5’ ii3i INS

43.01 508 rfl~R1i.i DO TOSS OSInECT En ~0R1fl SCLL IS En W. ST

jj FSEQUESYtT

ii) OOCESI08AS.LT

iii) SA~.T

iv) 80 flSflC

TalES
Refer response 8 43.

0% 0% 1 1% 4% 1 1% 41 3 21 19% 4 1% 13% 6 4% 73% 9 4% son ~ a
81 63% 9% 112 67% 13% 112 62% 13% 113 30% 13% 195 63% 21% 113 77% 13% 137 73% a 575 5%
74 19% 6% 51 31% 14% 39 33% 16% 92 41% 25% 85 30% 23% 18 12% SI 43 21% in 371 5%

19 151 29% 3 2% 3% 9 3% 14% 13 7% 23% 10 4% 13% 10 7% 15% S 0% n a a

124 103% 9% 167 100% 12% 181 100% 14% 225 100% 17% 284 100% 21% 147 100% 11% 209 100% ,a 357 (66%

46 508 ONlU SAVE TO) IS En SOa~ flfl C~SECTiR0 ISEER EAIOtES IS TOUR

i) Ffl~JIRTi.T

ii) onESIaD.LLT

iii) RR~.T
iv) VTA
v) SO SES~fl

5 3% 36% 1 0% 7% 1 0% 7% 0 0% 0% 3 1% 21% 1 1% 7% 3 1% 31% II (%
9 61 11% 3 II 4% 6 3% 7% 22 8% 27% 31 5% 37% 6 3% II 6 2% n as a

9 6% 7% 13 7% 12% 18 8% 14% 30 10% 24% 31 SI 24% 8 3% 6% 16 7% in irs en
122 79% 10% 184 90% 13% 39 27% 3% 221 77% 18% 276 73% 22% 130 87% 12% 216 69% a (~ 74%

10 6% 3% 2 1% 1% 133 61% 43% 13 3% 6% 36 10% 18% 8 3% 4% 2 1% n ~eg

i) IRS 4 30% 10% 2 29% 5% 4 36% 10% 4 23% 10% 15 73% 39% 4 30% 10% 7 37% a so sen

U) 80 3 38% 12% 2 29% 8% 6 33% 241 3 19% 12% 3 23% 20% 2 23% 8% 4 21% ia 35 5%

iii) 50 flBflU 1 13% 4% 3 43% 13% 1 9% 4% 9 36% 38% 0 0% 0% 2 23% 8% 8 42% 34 14%

133 103% 9% 203 100% 12% 217 100% 13% 286 100% 17% 377 100% 23% 173 100% 10% 243 100% sn iase loon





Annexure-I
WNo. VAflAALt~DIVIBIC9I I IV IN II IV IN III IV IN IV %V IN V IV IN VI IV IN VII IV IN TOTAl, IV

2 3 4 5 6 7 9 9 10 11 12 13 14 15 16 17 19 19 20 21 22 23 24 25

47 t DO T00 P0Vfl lft56A LOU PU~fl! O’Ifl9 flAil Dfl~U40?

L) ~fl flAG mn

Li) flO

iii) DflW

iv) ABT 0~9

i) 561
ii) 80

iii) NO n8POUR

~f.r rflpoea. 6 47.ii

4 3% 1% 29 14% 9% 44 22% ‘14% 39 14% 11% 65 19% 21% 55 3S% 18% 75 32% 25% 306 20%

IS 11% 4% 46 23% 14% 51 25% 15% 39 15% 12% 95 25% 25% 45 29% 13% 55 24% 16% 336 32%

94 66% 13% 124 63% 17% 71 35% 10% 156 62% 21% 165 49% 22% 49 31% 7% 52 35% 11% 741 49%

29 20% 22% 0 0% 0% 36 19% 27% 23 9% 17% 19 6% 14% 7 4% 5% 20 9% 15% 134 9%

142 100% 9% 199 100% 13% 202 100% 13% 253 100% 17% 334 100% 22% 156 100% 10% 232 100% 15% 1517 100%

9 60% 13% 10 22% 14% 5 10% 7% 11 29% 16% 13 15% 19% 9 20% 13% 12 22% 17% 69 21%

4 27% 2% 31 67% 13% 40 79% 17% 20 51% 9% 60 80% 29% 31 69% 13% 40 73% 17% 234 70%

2 13% 6% 5 11% 15% 6 12% 19% B 21% 24% 4 SI 12% 5 11% 13% 3 5% 9% 33 10%

15 100% 4% 46 100% 14% 51 100% ISI 39 100% 12% 69 100% 29% 43 100% 13% SB 100% 16% 336 100%

49 01 D~B156 l~fl9 LtV!L W~ !I~9 flAP Tfl TN! 0!LIV!fl Pin?

0) flu
ii) NO

TOINL

~fer rnpoas. I tB.L

56% 17% 3 30% 10%

44% 10% 7 70% 19%

100% 131 10 100% 14%

2 40% 7% 5 45% 17%
3 60% II 6 05% 15%

6 46% 21% 3 33% 10%
7 94% 15% 6 67% 15%

5 42% 17%

7 05% 19%

49 04 56! nP IN TWA!W AT A oae LPVfl flAil 56! 0~?

0) flu
ii) NO

TtTNL

ANter reNpCeSS I 7.0

57 40% 13% 59 29% 13% 79 39% 19% 50 32% 19% 90 27% 21% 37 24% 9% 34 15% 9% 434 29%
45 60% 9% 140 71% 13% 124 61% 11% 173 69% 16% 244 73% 23% 119 76% 11% 199 99% 14% 1093 71%

142 100% 9% 195 100% 13% 207 100% 13% 253 100% 17% 334 100% 22% 156 100% 10% 232 100% 15% 1517 100%

49 01 DO TUJ fl!P TI! flP Q,Oifl P7569DNAIflNO flEI9P

i) TIN

ii) NO

iii) NOT N!OUNSAfl

ANter pnpCeNe 6 7.i

99 62% 7% 171 56% 14% 195 92% 10% 202 90% 16% 247 74% 20% 139 59% 11% 198 95% 16% 1729 81%

21 15% 30% 4 2% 6% 3 1% 4% 11 4% 15% 23 7% 32% 2 11 3% 7 3% 10% 71 5%
33 23% 15% 23 12% 11% 14 7% 6% 40 16% 15% 64 19% 29% 16 10% 7% 27 12% 12% 217 14%

147 100% 9% 199 100% 13% 207 100% 13% 253 100% 17% 334 100% 22% 156 100% 10% 232 100% 15% 1517 100%

100% 1% 27 96% 9% 42 90% 14% 34 97% 11% 60 100% 22% 04 99% 19% 73 97% 24% 299 99%

0% 0% 1 4% 14% 2 5% 29% 1 3% 14% 0 0% 0% 1 2% 14% 2 3% 29% 7 2%

100% 1% 29 100% 9% 44 100% 14% 30 100% 11% 65 100% 21% 55 100% 18% 75 100% 25% 306 100%

+

TOINL

49 DOUB 156 lanA AVTWWfl~LLT FALL 2! It TWMrae/mn

5 100% 7% 11 100% 16% 13 100% 19% 9 100% 13% 12 100% 17%

29 42%
40 59%

69 100%

0) 564

ii) NO

50 II Pal OUTPflIflT ~nA? /

Aster re.pO~ I 47.i
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Annexure—I
DE.No. VAAIAPI.E\DIVI0IOU I IV IN II IV IN III IV IN IV IV - IN V - %V IN VI IV IN VII - IN TOINI. IV

2 3 4 5 6 7 9 9 10 11 12 13 14 15 16 17 19 19 20 21 22 23 24 25

90.01 flAT 19 TN! Ffl~J~ICY OP CLEANING YOU ONTO

1 25% 5% 1 4% 51 0 0% 0% 2 6% 10% 7 11% 33% 3 5% 14% 7 9% 33% 31 7%
3 75% 2% 21 70% 11% 25 07% 13% 22 63% 11% 40 62% 21% 39 71% 20% 43 97% 23% 193 63%
0 0% 0% 4 14% 7% 12 27% 21% 5 14% 9% 10 15% 19% 7 13% 13% 19 24% 32% 56 19%
0 0% 0% 0 0% 0% 4 9% 29% 1 3% 7% 2 3% 14% 3 5% 21% 4 SI 29% 14 5%
0 0% 0% 2 7% 9% 3 7% 14% 5 14% 23% 6 9% 27% 3 0% 14% 3 4% 14% 22 7%

1% 26 100% 9% 44 100% 14% 33 100% 11% 65 100% 21% 55 100% 19% 70 100% 25% 306 100%

2 13% 11% 1 2% 6% 0 0% 0% 2 5% 11% 2 2% 11% 4 9% 22% 7 13% 39% 19 5%
13 97% 6% 43 93% 111 33 60% 14% 29 74% 12% 57 671 24% 24 53% 10% 37 67% 16% 236 70%

0 0% 0% 1 2% 2% 13 25% 23% 2 5% 4% 20 24% 36% 12 27% 21% B 15% 14% 56 17%
0 0% 0% 0 0% 0% 2 4% 20% 4 10% 40% 0 0% 0% 2 4% 20% 2 4% 20% 10 3%
0 0% 0% 1 2% 6% 3 6% 19% 2 5% 13% 6 7% 39% 3 7% 19% 1 2% 6% 16 5%

1~TAL 15 100% 4% 46 100% 14% SI 100% 10% 39 100% 12% 95 100% 20% 40 100% 13% 55 100% 16% 336 100%

Refer reepone. S 47.ii

51 NN~l DID YOU OBTAIN HATER ~lNECTION7

il PRIDE TO 1991 101 71% RI 193 92% 14% 172 95% 13% 196 77% 15% 302 90% 24% 133 95% 10% 191 92% 15% 1279 94%
ii) AFTER 1991 5 4% SI B 4% SI 15 7% 16% 30 12% 31% 13 4% 24% 6 4% 6% 19 9% 20% 96 6%
iii) NO REOPI09 36 29% 20% 7 4% 5% 15 7% 10% 27 11% 19% 19 6% 13% 17 11% 12% 22 9% 19% 143 9%

TOTAL
Refer response 5 7 i

51 01 NEAT HAS TN! LEAD TIIW?)AflER 1991

TOTAL
Refer ree~%Pe5 51 ii

51.02 5 OF RflCNDERP NECEB9APRY

i.NOT NEC!BSPARY
ii.3—4 TINES
iii) >4 TIIWB
iv) NO RESPOuIO!

TOTAL
Refer response S S1.ii

51.03 NAPIT NECE99APY TO USE IEFUItICE?

2 40% 13%
1 20% 7%
1 20% 6%
1 20% 2%

5 100% 5%

3 50% 13% 7 37% 29%
2 33% 7% 9 47% 31%
1 17% 2% 3 16% 7%

6 100% 6% 19 100% 20%

i) NO IDEA
ii) C) ICITIW
iii) 3—6 IOTNN
iv) 6—9 lO’TN!
v) >9 l~’Ifl

TOTAL 4 100%
Refer response 5 47 1

50 02 NEAT lB 11W FREQL00ICY OF CLEANING YOUR 5150?

i) NO IDEA
ii) 3Jan56
iii) 3—6 OT66
iv) 6—9 ICFI56
v) >9 109156

142 100% 9% 199 100% 13% 202 100% 13% 2S3 100% 17% 334 100% 22% 106 100% 10% 232 100% 10% 1917 100%

i) C2NEEEI I 20% 17% 0 0% 0% 2 13% 33% 1 3% 17% 2 15% 33% 0 0% II I 0% 0% 6 6%
ii) 2—4 NEEE9 I 20% SI 3 39% 16% 3 20% 16% 4 13% 21% 0 0% 0% 1 17% 5% 7 37% 37% 19 20%
iii) 4—6 NEERB 0 0% 0% 0 0% 0% 0 0% 0% 3 10% 43% 3 23% 43% 0 0% 0% 1 5% 14% 7 7%
iv) >6N!!EP 2 40% 9% 3 36% 12% 4 27% 15% 2 7% II 5 39% 19% 1 17% 4% 9 47% 30% 36 27%
V) NO RE9~B! I 20% 3% 2 20% SI 6 40% 16% 20 67% 03% 3 23% 9% 4 67% 11% 2 11% 5% 39 40%

100% 5% B 100% 9% 15 100% 16% 30 100% 31% 13 100% 14% 6 100% 6% 19 100% 20% 96 100%

0 0% 0% 2 13% 13% 2 7% 13% 6 46% 40%
3 39% 20% 2 13% 13% 2 7% 13% 2 15% 13%
3 39% 19% 2 13% 12% 3 10% 19% 0 0% 0%
2 25% 4% 9 60% 10% 23 77% 47% 5 39% 10%

9 100% 9% 15 100% 16% 30 100% 31% 13 100% 14%

1 17%
1 17%
0 0%
4 67%

6 100%

il yfi 2 40% RI 1 13% 4% 3 20% 13% 3 III 13% 5 39% 21%
Ii) NO 2 40% 7% 5 63% 17% 4 27% 14% 4 13% 14% 3 23% 10%
III) NO fl9~BE 1 30% 2% 2 25% 5% B 03% 19% 23 77% 03% 5 311 12%

TOTAL 5 100% S% 9 100% 9% 15 100% 16% 30 100% 31% 13 100% 14%
Refer response I 51.ii
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7% 2 11% 13%
7% 4 21% 27%
0% B 42% 47%
9% 5 26% 10%

6% 19 100% 20%

10 16%
10 16%
17 19%
49 01%

96 100%

24 25%
29 30%
43 45%

96 100%





Annexure—I

05.80 VARIAAItDIVI0108 I IV IN II IV IN 011 IV IN IV IV IN V IV IN VI IV %N VII IV IS TOTAL IV

1 2 3 4 3 6 7 8 9 10 11 12 13 14 13 16 17 18 19 20 21 22 23 24 25

51 04 ((NAT 50,8 110 COIlS OF IRTW10CI?

1) DIRECT C08TACT 1 20% 4%
ii) P118lEfl 3 60% 17%
iii) (80 RESflI8E 1 20% 2%

tOTAL 5 100% 5%
Refer response # 51 ii

52 ARE was AWARE OF 110 RflCVAL OF ‘flO (SEED FOR (CODLEOUS?

tOTAL 3 100%

Refer reepon.e S 51.11

32.01 YOUR OPINIon 05 110 RflCVAL OF (CDOLfl~7

1) 9ERIFICIAL/USEFUL 3 60%
is) NOT USEFUL 2 40%

i) YES
ii) 80

3 63% 19% 2 13% 7% 11 37% 41% 0 0% 0%
1 13% 6% 3 20% 17% 6 20% 33% 1 5% 6%
2 25% 4% 10 67% 20% 13 43% 25% 12 92% 24%

8 100% 9% 15 100% 16% 30 100% 31% 13 100% 14%

2 33%
0 0%
4 67%

6 100%

40% 7% 1 13% 4% 6 40% 22% 11 37% 41% 1 8% 4%
50% 4% 7 88% 10% 9 60% 13% 19 63% 28% 12 92% 17%

SI S 100% SI 13 100% 16% 30 100% 31% 13 100% 14%

6% 1 13% 2% 12 50% 24% 26 87% 33% 1 8% 2%

4% 7 88% 13% 3 20% 6% 4 13% 9% 12 92% 26%

8 100% 8% 13 100% 16% 30 100% 31% 13 100% 14%

7% 6 32% 22%
0% 4 21% 22%
8% 9 47% 15%

6% 19 100% 20%

27 2SI
18 19%
51 53%

96 100%

tOTAL 3 100% 3%

Refer Response 5 51.11

53 NAB AR? OF THE OFFICERS OF THE BOARD (SET TO) TO DISCUSS PNOBLV4SI

1) YES 5 3% 12% 0 0% 0% 0 0% 0% 8 3% 20% 12 3% 29% 3 3% 12% 11 5% 27% 41 2%
ii) (50 150 97% 9% 205 100% 13% 217 100% 13% 278 97% 17% 365 97% 23% 166 97% 10% 232 93% 14% 1615 9S%

tOTAL )R) 133 100% 9% 203 100% 12% 217 100% 13% 286 100% 17% 377 100% 23% 173 100% 10% 243 100% 15% 1456 100%

2 33% 7% 4 21% 15%
4 67% 6% 15 79% 22%

6 100% 6% 19 100% 20%

4 67% 9% 2 11% 4%

2 33% 4% 17 89% 36%

6 100% 6% 19 100% 20%

27 25%
69 72%

96 100%

49 31%

47 49%

96 100%
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Annexure - II (9 P

WATER SUPPLY AND SEWERAGESYSTEM IN HYDERABAD - LEVEL AND QUALITY OF SERVICE:
A STUDY OF USER PERCEFTIONS

Door Number: Section: Sub-Division: Division: Circle:

A. RespondentProfile

B. Water Supply

(III) Public (iv) Openwell
Tap (PSP) (A) Private(B)

Public

1.

2.

3.

4.

5.

6.

6.01

Name

Residentialstatus

Household Incomepermonth in Rupees

Lengthof residence

Householdsize:

Numberof otherhouseholdsin the building?

Total numberof personsIn the building

(II) Tenant

(II) 1-2K

(ii) 2-5Y

(ii) 6-10

(ii) 2

(ii) 11 to 1 5

7. Sourceof watersupply

8. Time sinceobtainingthe PPC

9. Distancefrom the mains

10. Supplytimings

(iii) 2-3K (Iv) 3-4K (v) 5K and abo~

(ill) 6-bY (Iv) 1 l.15Y (v) 16 andabov

(iii) >10

(III) 3 (iv) >3

(I) Owner

(1) <1K

(I) <IV

(1) <5

(I) I

(1)5 to 10

(II) Borewell/
handpump within the
house premises

(ii) 2-5Y

(ii) 6-10

From

(I) Own connection
(PPCMetro Board)

(i) <1Y

(I) 5

(I) Morning

(v) Any other
(specify)

(ill) 6-bY

(iii) 11-15

To

(iv) >1OY

(iv) 16-20 (v) 2 1-25

(ii) Evening From

(VI) 26-30

To
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Annexure- H

Regularityof water supplyin your locality

Satisfaction

Reasonsfor no satisfaction

(1) Regularity(sametime everyday)
maintained

(ii) Drums/Barrels
Number

(ii) Supplyduration
short

(i)Yes ~oto 19

(I) Colouredwater (ii) Foul Smell
(Pleasestatethe
usual colour)

(ii) Changingoccasionally

(ii) No

(Iii) Chemical (iv)Presenceof
Smell foreign matter

(iii) Changingfrequently

(v) Too many
households
to sharethe
water

(vi) Murky (vii) Any
Water other(Please

Specify)

ServiceLevels

Have you madea complaint

If yes. to whom?

Method of complaint

3 Wasthe problem solved?

(i) Yes

(1) Section Officer

(I) Direct Oral

(ii) No--no to 19

(ii) HigherOfficers

(ii) Direct Written

(iii) CE/MD

(iii) By Phone

(iii) No

(iv) Any other

(iv) Any other
(Pleasespecify)

Level of promptattendence (I) SO (ii) Dy.GM

5 Lead time for solving (I) Sameday (ii) 1-2 (iii) 3-5 (iv) >8 days

know

Aadequacyof thereof

How much water do you get approximately per day

Reasons for inadequacy

(1) Yes

(I) Buckets
Number

(I) Low pressure

(ii) No

(iii) JerryCansNumber

(iii) Leakage (iv) Useof
in the line pumps

(vi) Any other
(specify)

(I) Yes but temporarily (ii) Yes

(iii) GM (iv) CGM (v) Dir/MD (vi) Dont
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Annexure - I

(I) None (ii) Too many
reminders

(Ill) Puttingoff (iv) Officer con- (v) Any other
on somepretext cernedwas not

accessible

Billing

Do you know the presentwater rate?

Do you know aboutthe levy of seweragecharges?

What is the periodicity of your waterbill?

What wasthe amountof the lastbill?

.01 Wasthereany unexpectedincreaseIn the bill amount?

.02 Errors/discrepancies

.03 Dimc~iltIesin resolving

.04 Suggestionsfor improvement

Have you everfound anyof thefollowing remarksin the bill?

.01 In caseof meternot working: how long did it takefor gettingit meter
repaired?

.02 How much moneyhaveyou paid for the repairs?

(I) Minimum
charges

(i)<15 days

(I) < Rs.lOO

(ii) Houselocked

(ii) 15-30days

(ii) Rs.l00-b50

(lii) Meter Not
working

(iii) >30 days

(iii) Rs.b50-200

(iv) Any other (v) No remarks

(PI.Speclfy)

(iv) > Rs.200

06 Difficulties/Constraints (vi)
Indiffer-
ent
officers

(I) Yes

(i) Yes

(I) Alternate

month

Rs.

(i) Yes

(I) Yes

(i) None

(ii) No

(ii) No

(ii) 3 months

(ii) No

(ii) No

(ii) Indifferent
officers

(iii) >3 months

(iii) time con-
sumingpro-
cedures

(iv) Any other(Please
specify)
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Annezure -

ConsumerSatisfaction

What is your opinion on the water supplyduringsummerregardingthe following:

.01 Duration (I) satisfactory

.02 Regularity I (i) satisfactory

.03 Quantity (i) satisfactory

.04 Quality (I) satisfactory

.05 Pressure (i) satisfactory

How are you informedof interruptionor stoppageof supply? (I) No information

How is the water suppliedduring the periodof Interruption
or stoppage?

ConsumerAwareness

Are therepublic taps(PSP)in your locality?

(ii) not satisfactory

(ii) not satisfactory

(ii) not satisfactory

(ii) not satisfactory

(Ii) not satisfactory

(ii) TV/Radio/News Pa-
per

.03 how often doesyour water meterbecome‘faulty~?

What is thefrequencyof meterreading?

Suggestionsfor improvementof meterreading:

Do you pay any chargesfor meterreading?

.01 If yes.what is the reasonfor the charges?

.02 What areyour difficulties in regardto paymentof bills?

(I) Frequently

(1) Frequnetly

(i) Oncein 2

months
(I) Yes

(ii) Occassionally

(ii) Occasionally

(ii) Once in 2

months
(ii) No

(ill) Never

(iii) Never

(iii) 3 months

(ii) calculatingthe

(iii) Overcrowd-
ing at the
centre

(i) towardsthe delayIn repair

(i) No difficulty (ii) Payment
centre far

(iv) 4 months

bill

(iv) Insistence
on cashpay-
ment

(v) 6 months
(Pleasespeci1~’)

(lii) anyother

(v)Any (vi)Dont
other know

(I) Tankers (II) Supplyat other time

(ill) Water
supplystaff

(Ill) No sup-
ply

(I) Yes (ii) No (iii) Dont know

(iv) Neighbour (v) Any (vi) No inter-
other ruption

(iv) No (ill) Not applicable
response
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Annexure -

.01 Is thereaplatform aroundthe tap?

.02 Is the platform connectedto drainage?

.03 Is thereleakageof water through the tap?

.04 Your suggestionsto reducethe leakage?

05 Is therewaterstagnation/slusharoundthe platform?

.08 If yes. what are your suggestionsto preventit?

07 How oftenthe tap headis found missing?

08 What areyour suggestionsto preventtheft?
How frequentlyhaveyou noticed leakagesfrom the waterdistribution pipe-

lines in your locality?

01 What is the frequencyof the leakagesoccurringat the sameplace?

02 Haveyou reportedthe leakage?

03 If yes.wasthe ieakag&rectified?

04 How much time wastakento effect the repair?

Haveyou comeacrossleakagesanywhereelsealso?

(iii) Dont know

(iii) Dont know

(iii) Dont know

(i) Yes

(I) Yes

(i) Yes

(ii) No

(ii) No

(ii) No

(I) Yes (ii) No

(i) Always (ii) Frequently (iii) Rarely (iv) Dont (v) Never
know

(ii Always (ii) Frequently (iii) Rarely (iv) Never (v) Not noticed

(i) Always (Ii) Frequently (iii) Rarely (iv) Dont know

(i) Yes (ii) No

(i) Yes (ii) No

(I) Same day (ii) 2-3 days (iii) >3 days (iv) Dont know

(i) Yes (ii) No
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Annexure -

What are the deficiencieson water supplyandsewerage.specific to your
locality?

Sewerage

Is therea sewerageconnectionto your house?

.01 If no. how do you disposethe sewage?

Are you awareof the difference‘betweenstormwaterdrain andsewerage

Did you at any time experiencechokages/blockagein theseweragelines nearyour house?

.01 If yes.what did you do to clear thechokage? (I) Reportedto the
Board/ Municipal

Both....
W.S
S.W

31 If yes.pleasespecifythe place

32 Haveyou everreportedthe leakages? (i) Yes (ii) No

33 What areyour suggestionsto reducethe leakagesin the pipeline?

34 Have you found any improvementin the water supplyandsewerageserviceto your locality over the years? (i)Yes (ii)No (III) N/A

(I) Yes

(I) Own septictank

Office

Do you find sewageoverflowingfrom manholes? (I) Yes

Are the ‘manholes~in your locality properlycovered? (I) Yes

(Ii) No

(ii) Colony septic
tank

(i) Yes

(ii) Employed private
labour

(ii) No

(ii) No

(iv) any other

(iii) No response

(ii) No

(lv) Did noth-
ing

(ill) Opendrain

(ii) No

(i) Yes

(iii) Paidto the
regularsewage
staff

(iii) Dont know

(iii) Dont know

(v) Kutch
Drn.

(v) Self-ser-
vice

(Iv) coveredwith stones

I ~





Annexure - II

(lii) Dont know

(i) Yes

(iii) pleadedhelp-
lessnessdueto
nonavailability
of replacements

(ii) No

(iv) No manholes/covers

(II) No

(iv) Remained
indifferent

01 Do you find the manhole covers frequently missing (i) Yes (ii) No

02 Haveyou at any time broughtthe casesof missingmanholecovers/sewageoverflow etc.. to the noticeof the
Board’s officers?

33 If yes. what wastheir response? (I) Arrangedfor (Ii) Only promisedto
immediatereplace- replace
ment

In caseyou do not haveasewageconnection,would you be readyto apply for It now? (I) Yes

Dl If no. whatare the reasons?

Pollution

Did you any time receivepollutedwater from your housetap?

Dl Does it occur frequently?

32 To whom haveyou madethecomplaint aboutthe pollution?

33 How long had it taken to remove,the pollution?

Wastherea caseof anyof the following ailmentsin your hotis-
ehold in recenttimes?

Dl Did you report thesickness?

32 lfyes.where?

33 If no. why?

(v) Any other
(Pleasespec-
ify)

(v) None

(v) No

response

(v) Cholera (vi) Typhoid

(ii Yes

(i) Yes

(I) Sec.Officer

(ii <2 days

(I) Jaundice
(Hepatitis)

(I) Yes

(ii) No

(ii) No

(Ii) Local Leader

(ii) 2.4 days

(ii) G.E. (Gastro-
enteritis)

(ii) No

(iii) Municipal
Office

(iii) >4 days

(iii) Diarrhoea

(iv) Any other

(iv) No Idea

(iv) Unex-
pected fever
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Annexure - I

Doesyour waterconnectionandsewerageconnectioncrosseachother?

If yes.would you be readyto realign the pipeline or takepreventivetreatment

Whatassistancedo you expectfrom the Board to carryout realignmentof your serviceconnections?

Canyou identify the smell of ‘chlorine’ in freshwatersupply?

How frequently do you detectthe chlorinesmell in the water?

4. How often haveyou noticedthe Boardstaffcollectingsamplesof water in your locality?

Doesthe water automaticallyfall into your housesump/tank?

Doesthe water level, reachhigher than the delivery tap in the sump?

Is the tap in your houseat a lower level than the ground?

Do you keepthe tapclosedafterdrawingthe water?

Is your OHT properlycovered?

What is the frequencyof cleaningyour OverHeadTank

What is the frequencyof cleaningthe sump

Whendid you obtain your water connection

How much timehas it takento get it?

How many visits were necessary?

(i) Yes

(i) Frequently

(I) Yes (ii) No

(II) No (III) Don’t know

(II) No

ly
(ii) Sump (iii) Drums (iv) Any

other

(ii) No

(ii) No

(ii) No

(ii) No

(II) No

(ii) <3 months

(ii) <3 months

(ii) After 1991

(III) 4-6 weeks

(iii) >4 times

1.01

2

3.

3.01

0. Do you know that crisscrossingof pipelinesof water supplyandsewerageIs notdesirablefrom the pollution point of
view?

(i)Yes

(i) Yes

5. Wheredo you storewater for other purposesthan drinking?

(ii) No

(ii) Occa-
s ionally

(II) Occasional-

6.

6.01

7.

8.

9.

9.01

9.02

50.

51

51.01

(iii) Rarely (iv) Never

(iii) Rarely (lv) Never(i) Frequnetly

(I) OHT

(I) Yes

(i) Yes

(i) Yes

(i) No

(I) Yes

(i) No idea

(i) No idea

(I) Prior to’Ol

(ii) 2-4weeks

(ii) 3-4 times

(i) <2 weeks

(i) NN

(iii) 3-6 months

((Ii) 3-8 months

(iv) > 6 weeks

(iv) Never

I ‘I





Annexure -

What was the indirect expenditure?

Do you know the removalof middlemen?

Did you ever meetthe staffofficers to discussyour problems

Your suggestionsto improve (I) Cooperation:

PROJECT\LP\WSMH

(i) Yes

(I) Directly

(ii) No

(ii) Through
plumber

51.02

51.03

Wastherea needfor Influence?

What wasyour approach?

51.04

~2.

33

D4

Rs.

(i) Yes (ii) No

(I) Yes (II) No

(i) Cooperation

(111) Any

other

(ii) Level of service

142








